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!!"#$

!"#$%&'(#)*+#2013,#!#148.9-#.'#"/01, $%&'(#234#56#7#

#'89, 8$#:#;<·=>?#56@#7ABC#DEFBC#GHIJ#KL(KB %&DMN

OP, 2012). ">#Q5RS#$%&'(T#UV#WA'#XYDZ=#2013,[#\D#:]^#

* !"#$%&'(#$)&*+$,&-.,/& (012, Wdi1224@daum.net, )

** !"#$%&'(#$)&*+$,&-.,/& (%312, 68lcj@daum.net, 

*** !"#$%&'(#$)&*+$,&%4& (5612, yujongpil@sejong.ac.kr,

※�개인정보�표시제한

※�개인정보�표시제한

※�개인정보�표시제한
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$%&'(#'%_#`+#*a#3,691b, $%&'(#cd+#2,973b, 234# #̀19ef#bC#

2009,#'g#(hi#)20J#K+j, 5klC+#*m#5,#n+#=>?5o#p·Pq5'#

,rs-Bt, ;<5##$%&'(#cdS#`+#2,089b(70.3%)C#5,#HS#1,309b(64.1%)

T#>u#Hv#$%&'(T=#&DI+#>7'#6.2% wx.#)2IyL. $%&'(#cd

S#56l#zw+#;<5(70.3%), =>?5(20.2%), p·Pq5(9.5%)S#/BC#t{tJ#K

L. =>?5#$%&'(#cd+#440b(21.5%)T=#601b(20.2%)C#)2IyBt, p·Pq

5#$%&'(#cd+#293b(14.3%)T=#283(9.5%)bC#0PIyB1, >7p#35.8%T=#

29.7%C#|P0-L(}~���.�, 2013).

!" #$$%& #$'$& #$''& #$'#& #$'(&

!"#$%&'(&) *+,-, .+-/. .+/-, .+012 .+314

5"6&) *+3-* .+,,- .+3/1 4+4** 4+03*

!"#$%7)*8 *4.+//4 */2+1*3 *1-+3.0 *10+122 *3-+14-

9:7)*8 1+03, 3+/11 *-+*,, **+4.0 *.+0*3

!"# $%#&'()*#+,#-./01#2345

# !"#$%&'

!"#$" %"&'(")*+,-"'./&012345567689:";<0=>

!"?@ABCDEABF"GHIJ";<K")*+,-"L9M"NOJ"?@A"B"P"DEA"BQ

��t#'�V#)0Tp#1OIJ##$%&'(#cdS#23#�5���#5.6,BC#�9#

4D#�B1, 23#4wS#��p#23#�5��'#1o#3.9,BC#�!o#�cT#>u#q

�#5�#6'�J#�# #̀KL(D<��d, 2011). �i#!"#$%&'(+#��/, .%_T#

70VjL, V#'%_2#�}IZ#��V#5ko#Y'8�#2�#'%_2#�g9/#�BC#

��tDe, !#�!�#d�C#xu#�5I+#��2#)2IJ#KL.

"C, 2008,#~�}b=#:]�#p:#'g, ~�}b=#:]#;`2#N�#10<30% '/

S#)2��#�'J#KB1, 2013,#[\D#:] #̂~�}b=+#$%&'(#'%_#�hB

C#3,691bT#' J#KDe, �5¡#¢£#10~15% )2IJ#K+#¤BC#t{=L#(¥¦>, 

2013). '�V#$%&'(S#"§??#)2 #̈�5¡S#)2+#>,#@#7·©,A'#�sS#

�ª«¬7#ItS#U+BC#$%&'(@#BCIf#Q5�#IDe, qo#`D#:'#�U

T#�®D#¯IR#°C#4w@#�5I�#±²'L. 

'?#'�C, ">#Q5R#??C2#‘�}'%_’@#�+#+³�#´Eµ#I+#¤'#7¶V#

B·o�C# #̧ #̀K+j, $%&'(#'%_2#}~�T#:]0+#)2#`e¹, oN#º�
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Fx#23`D'#�UC#»¼0+DT#UV#�HF#z½#¢£#¾¶IL.

' #̈¿1r, ~�}b=+#23¦!#7p#uD#£#opV#�!%#¶O, 23cdS#F�·

o©#~��}, dÀV#�5£�#G¶#:#$%&'(#cdS#1}~#Á�C#xV#$u@#b

BI�#�V#�pF#©®xj, UdzS#$%&'(#cds'#'@#hÂI1, Ã_£#�»

F'J#HWFx#RÄT#m�u#�}uµ#VL. IDe#'�V#©4Tp#1OIJ, oN#�

}0+#~�2#23¦!RS#:©T=#¦!#B~�hT#ÅzV#pI'#0+#¤xD, ÆV#

B~�hT#Kr=#2©#7¶£#f�+#dz�#ÇJxDT#WV#È²F, »ÇF#NO2#Ã

_£#¾¶V#£4'�J#�# #̀KL.

c#NO+#'?#4T#K+If#~�}b=T=#�}I+#�5W9, �ÇW9, /ÉW9, 

��W9, Ê#W9@#52D#¦!·~¶xBC#�MIJ, ¼�#Ë�#7x#234Ms�#U

/BC#�ÃF#��o#¦!·~¶x#�#E�&'#W¦@#LY�JR#IyL. ÆV, ¦!·

~¶x#z½�#¥u#�>4�#MN, $%&'(#�5R�S#}~V#W¦@#�L#GÌ£$#

#̀K+#«+�#ÍOIJ, �T#ÎÏ#PÐV#¢�o#~d�pS#bBo#'T#UV#£�4�#

�£IJR#VL. 

"!%$&"'("

!"#"$%&'()$*+$,-

$%&'(#¦!Ñ6+#Hv#�¥!Q�#$%&'(#cd2#�R#¥�I+#£?8'1, 

234T#'%_#�ÂSo#Ë�#ÒI�:�#�}I+#U2C#CTU #̈�¥V4S�#W+#

Ñ6�# #̧ #̀KL(Stem & E1-Ansary, 1988).  $%&'(#�5#Ñ6+#�ÃFBC#Ó�4, 

234#Ë�(/ ,̀ �X23)BC#YÔ#Oz^L(Bradach, 1998; Õ�Â, 2004).

$%&'(#£?8'#GHIJ#KBt, 23cd #̈234S#z!p#)2IJ#KB1, '

�V#²�@#�ZI�#�u#}~���.�+#[h#23¦!=@#\wIJ#KL.  

[h#23¦!=+#23cd #̈">234M2#/]�#�Öo#�#¢�T#Uu#²=C#P

²ÌV#¤BC, 23�5¬#@#5kS#��#:�#J×If#¬#�Ã�#*PÌIJ#¦!#§�#

£S#6S@#�}�#³FBC#}~���.�2#[hF#¦!-;�#�£IJ#KL(}~�

��.�, 2014). 

[h#23¦!=T#P£0+#�%�#23cd #̈234M�S#S9 #̈SÇFx#¢�'1, 

23¦!��T#ÎÏ#-;, '`-%#:�#�9#ØY#23#4MTÔ#�£If#nSI+#R
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2#ÓÙ#¦!�#I+#Ñ6'L. 23cd+#c#�5S#�Ú'#Û�t#��V#">Q5Rs

TÔ#c�2#2DJ#K+#f�#2D#~�, Ü#Ë�S#ÒI�, .Ä} ,̂ 4wW9#:#L_V#

D.=>?@#SÇFBC#uMrµ#I+#SÇ@#DÝÔ#01, 234�#23'%_T#hI

+#�~V#`hS#SÇ@#'ÁIJ#ÞYs'1#ß�F#W¦@#�DI+#¤'#q�#7¶IL

(}~���.�, 2014).

!"!"$%&'()$*+./01

U9'àS#W4T=S#¦!«<�#">Q5R2#Q5BC�#·~I�#�V#U+F#«¬

BC#U9xx#$%&'(#cdTÔ#RáS#·~#`nT#UV#�VF#�âo#aâ�#dfI

+#�OS#Ñ6C# #̧ #̀KL. '?#~ST=#U9'à�#rb#��@#·~I�#�V#It

S#«¬àF#pOC# #̧ #̀KL(Bergen et al., 1992; Mishra et al., 1998).

U9'àT=+#¦!#H·gS#W¦T=#G�I+#>ÂS#²�4�#*PÌI+#«ãT=#

��O-2#·~0+#¤BC#u½IJ#K+j, UdzS#U9W¦T=+#¦!#Ho#gS#·

oF# &'2# G�VL(Bergen, Dutta, & Walker, 1992). ¦!# H# ²�(precontractual 

problem)+#$%&'(#cd #̈¦!�#v·I�#'HT#G�0+#²�'1, '+#">Q5

RS#B~²�C# #̧ #̀KL. ¦!#H#²�+#$%&'(#cdS#¢ä'#"2#°�+#¤T#

UV#�6Fx#D.�#Åzi#�}�# #̀K+2T#UV#cåo#WO #̂¤'�J# #̧ #̀K

L. Ü, ¦!#o~T=#'%_@#B~æT#Kr#cdS#¢ä`h'#DEd# #̀K+#+~^#

£?8�#G&u#,# #̀ K+2T#UV#cåo#WO #̂ ²�2#uÀ^L(Kasper & Streit, 

1998; Milgrom & Robert, 1992).

¦!#g#²�(postcontractual problem)+#¦!#v·#'g#G�0+#¤BC, 23�5R�#

�HT#!~0r�#dz�#/]�#Å»i#�DI+#Ò��#IJ#K+D#:T#UV#22, �

oS#²�#:BC#cåu# #̧ #̀KL. '+#U9'àS#��BC#$%&'(#cd2#Ye#

23#4MTÔ#*US#�o@#2fL#,# #̀K+#¤BC#cåu# #̧ #̀K+#²�'L. ±²

T#ºoF'J#º�Fx#¦!�#B~I+#j#Kr#23�5R�#¦!W¦@#/]#xDIJ#

K+#�H#~�S#_(~�S#>Ug�), ¦!#À�RS#9?Y#dØ#@#6p, �5�o#@#

$%&'(#cd¨S#-~#>Â, 1Ð»V#"·;d#ç�#:T#�ã�#�®+#¤BC#�J#K

L(Kasper & Streit, 1998; Dwyer, Schurr, & Oh 1987; Morgan & Hunt, 1994).

23#cdS#D.'#234oS#W¦·Eo#234#eè�#���oT#dzFBC#�S

V#�ã�#�®1, 234#:DS#��, 234MS#��'#234S#�o #̈�¦!#SpT#

�ã�#�'L(hÑá, 2013). �US(2012)�#234MS#�}�U®@#ÅèI�#�V#23
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cdS#234#D.#¢�'#(Ít#7¶VD@#t{"J#KL.

4wBC�#À�RS#"/#�U®@#°éBC#Ð~0rD+#o~x#e¹, À�R+#¦!

IJR#I+#4wS#f�#���#>Ê#ijV#g#cxTÔ#k+#FlV#4w@#BCI+j

(hu), 2007), JHS#4wBCo~#Rv@#??C#cåIf#ÁnI+#MWFx#·oC#�

J#KL(*k6, 1998). 

'/S#NO@#klu#�Z, 234#¦!·~T#ÎÏ#B]¶x�#å�¶x'#Ye, L7

Fx#¶xBC#O�01, ¦!RS#L_V#��T#Î�#&'2#KL+#¤�#L# #̀KL.

$%&'(#¦!'ê#rb#�%T#UIf#23�5R�#D+µ#�#SÇ@#�9#~u,J#

=C#r�D#�+#��)"�#m~I+#¤BC#[�# #̀KB1(h�-, hn�, 2002), 23

cd+#Q5.oRS#$u@#"«I�#�If#~�}b=@#23¦!#v·#14�H\D#�

}Ip]#SÇÌ#IJ#KL(}~���.�, 2014).

~�}b=T+#$%&'(#cdS#�Ã¼ë, $%&'(�5#¼ë, $%&'(#cd¨#

�#â.T#UV#¼ë, �5`n#-;o#�V, �5D., Ê##@#pO, ¦!o#WO #̂>Â, 

�9J#23�5S#�5b£T#WV#/qV#r& #̈P¶£�#:#23cd2#">Q5RT

Ô#�}u##µ#�#M¶~�2#§�0r#KL(}~���.�, 2014).

 $%&'(#cdS#�5�, �5S#D., W9#=>?#:'#'%_@#BCI+#M¶#¶

xBC#�sJ('/t, 2011), �5�, xDp, �5D., $%&'(#cdS#[hÌ#@#W9#

=>?#:�#�¦!#S�·~T#�ã�#�®+#W¦2#KB1(GQn, 2010), Q5>Â, Q

5n�, Q5�Ñ, Q55k�#$%&'(#cd#BC�hT#�ã�#�'LJ#IyL# (t¼

h, 2012).

Q5RS#�Ã��x#Q5n�, Q5>Â, '%_#xD, Q5�Ñ, :D#:o#$%&'(#

BCE�x#�5�, xDp, �5D., [hÌ, W9=>?¨S#W¦@#z½V#·o, Q5n

�@#�;V#Q5>Â, xD#n�, �5D., :D#¶xx#�5�T#�SV#&'2#K+#¤

BC#t{=B1(án�, 2009), Òn�, Rc�, P�Ñ6, =>?#�}«¬#:�#$%&'

(#cdS#��BC#�J#$%&'(#�5R�#�ãW¦@#)PIyL(Doutt, 1984).

!"#$%&'

�ìW9, =>?W9, £m·m>W9, ��W9, Íuv�#�5W9S#7¶V#¶x'1('

MN, 2011), º�Fx#�5�o@#'$"�#�u=+#�í#Dã�, Mp�, Ux'u�, R

á0, JHDã�, ~�`w�#:S#L_V#¢ä'#¾¶IJ(Spencer & Spencer, 2008), '

�V#D[+#�5�oT#ÓÙFx#�ã�#Mr#-Ó#GÌ@#)2IJ#KL(Babakus, 1994).  

¼©0V, cq/�~�, xJ, Oq, Á~D.�(Stern & Ansary, 1988), DEFx#234#
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D.=>?C=#=>?#�}T#eèp2#X�`]#4wBCo#�«²S#7¶V#¶xBC

(Oliver, 1997), D.=>?2#y'#�}d`]#234#�o2#XY�L(Kimball, 2003). 

("#)*+,-"&'

Gupta & Galloway(2003)+#�É�#es�#HTp#>ÂW9#Ò�'#7¶I1, z>, >º

�C#µ�0+#>Â�#{#W9IZ(Crosby, 1979), �5�o#bBT#/ÀV#ºo2#KLJ#

IyL(Ostrenga, 1991). Oq, i ,̀ î©#@#J, �ì, cqS#5å¦T=#DI+#W9>

Â�(*|}, 1992), >Âr0#Ò��#¥u(h��, 2000), DEFx#�5�oC#t{~L

(Phiiips,Chang, & Buzzell 1984). 

."#/0+,1"&'

/ÉW9+#¾¶/É#@#�ä#·~, �}5v#B~, Oq#ß/, DEFx#-�#@ ã/#:#

4bS#$Cq?C#O�01(Mason et al., 1991), �JW9+#-ÓS#³F�#ï�I�#�I

f#¾¶V#/É't#Æ+#=>?@#}^I+#o~BC#�#�Ö�#`¶ÅèT#SV#ÅzV#

�JÉ#�D, �JRìS#ºoF#¥�, �JÉS#��#@#�D>#r0, �JW9T#SV#�

»#��#:'�J#IyL(%�, 2009).

2"#34&'

*m#1Ð»�o#1+~Fx#�5ç�#O-+#��T#UV#"/®@#2&I�#r×�#~

pC#"��#r�Ô#IJ#KB1(Marciniak, 2002), ~aF#Ùm�#¥u#~d~aT#ðCË#

U+�#ÍOI+#¦�@#'0r#"�p#VL(Cyert & March, 1963; March & Simon, 1958; 

Nice, 1994; Rose, 1993: 50-60; Nice & Gross, 2001). Î�=#r×Ë#/ë�#U>If#�H

T#$u@#0PI+#`nBC(Coombs & Holladay, 2002), 1¬, d~Á�, RN�u, Ë�

/#��, ¬F#��/ë, á�p#²�, x�F#�~, ¼UF#���e#YÝ�(*��, 2010), 

�Ú, ©�@#«DI�#�V#�5©S#£m�, �¦, �O, m>, .�Ä, �{S#Ánr&@#

��W9C#�sL(�12, 2013). 

5"#67&'#

$%&'(#W¦T=#n�V#=>?@#�}I�#�u=+#Ê#�#q�#7¶V#¶xBC#

�Z=('��, 2012), cd+#Ê#x�#Ð�#@#_�T#Ò�uµ#I1(Lewis & Lambert, 

1991), ·oFBC#-ÓT#UV#'�V#D.�#�oT#ÓÙFx#�ão#-Ó#GÌ@#)2#
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£�LJ#IyL(Babakus, 1994). V6, Ê#�#�Ú#Û+#234#�5R2#¾`FBC#D.

ÞYµe#I+#¤BC(©�ñ, 2010), 234S#+~Ì@#�u=+#q�#7¶IL('/t, 

2011).

#!")*+,"

2"#"$3456

c#NOT=+#$%&'(#cdT=#�}I+#~�}b=2#Q5RS#�ÃFx#��T#

Î�#r�V#&'2#K+2@#»)FBC#z½IJR#IyL. òî, Cooper(1981)+#f��

5xS#BÁFx#�ã, ��#-Ó¶x, ç�Fx#¶P@#S�·~T#�ã�#�®+#¶PC#

�£IJ#KJ, �lT#SV#~��&#ª�+#AóV#��²�C(*²�, ��7, 1998), �

�F#�®@#·~VLJ#IyL(Yong, 1997), ÆV, ��R#���#�oTp#&'2#KLJ#

IyL(Shim & Eastlick, 1998).

Î�=#c#NOT=+#L�S#2m'#m~0-L.

2m#1: ¦!·~¶x�#ñ·3#�T#&'2#K�#¤'L. 

Craig, Ghosh, & McLafferty(1984)+# 4wBC# ·~¶xBC# 4w)*@# �£IyJ, 

Lewison & Delozier(1989)+#/S2®#@#4wY�#:#L_V#«¬BC#4w�o#�~�#

NOIyL. �1ç(2002)�#ÂF¡'#4wS#�D>ÂT#70I1, 4wZF�#q�#·

~¶xBC#(H6p, 2007), �o&'T=p#7¶V#ô`C#cåIyL(Good, 1984). Î�=#

c#NOT=+#L�S#2m'#m~0-L.

2m#2:  ¦!·~¶x�#4w)*#�T#&'2#K�#¤'L. 

$%&'(#�5�#xO¥¦ÈF#��T=#�SV#&'2#KB1(*}Ì, 2005), �ÚS#

&'2#�oT=#t{t1(á%/, 2002), =>?#56+#$%&'(#�5#7#ItC('G

., 2002), cq2�, '%_, £m>, x;>, âUÄ, :D#:T#Î�#BC¶x'#L LJ#

IyL(Kotler & Armstrong, 2013). 'T#Î�#c#NOT=+#L�S#2m'#m~0-L.
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2m#3: ¦!·~¶x�#56#�#&'2#K�#¤'L. 

���(2005)+#P�T#ÎÏ#~��&2#�lT#�SV#&'2#KB1, mCP�'#X�

`]#2O3:Ì#P�'#X��#G�IyL('eç, ©NM, 2011). ÆV, hk4(2007)�#P

�'#»5{Ë#¦!·~o#m�, Ë�Mv#:T#�ã�#hLJ#IyL. ���C#c#NOT

=+#L�S#2m'#m~0-L.

2m#4: ¦!·~¶x�#P�#�#&'2#K�#¤'L. 

2"!$789$:/

NO#m¦T=#õC #̂f�#ô`s�#�ªS#BÁNOT=#�Â #̂i) #̂ô`s�#¥u#
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