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!"#$%&'()*+,'-./'01234'2567'()8,'9*4'$:;<'=>'

?@/'$A4'B4'C'D&'EFG67, ()8H'()*+,'IJK'LM'NO4'PQ'9

R,'LM4'S1;T7'UV4'WX'C'DY(Z,[·\,], 1999). ^_, !"#$%'`M

H'ab, cd(efd'gh), ijF'Mk'l4'mn67'Yo '̂p$G/'ijFq'256

7' '̂r"s'mn,'()84'tE;2'uvw'xCE@'yz{'h|'X9}'~tw'2<

;�, 91M9,'0��'��{'ijF'`M,'�?�q'U '̂�: '̂C�$Y. ����
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U��'9�(2015)w',;�, �x'!"#$%'r"s'C&' 2010�' 2,550Nwi' 2014�'

4,288N$�, $w'��'()8'C&'2010�'148,719Nwi'2014�'194,199N7'J(��'

$q'���;�'DY. ��i'�x'!"#$%'`MH'GNP,'�'8%q'#��'�e7'�

�'0�w'��&'1��e' p��'DY.

¡¢£'!"#$%'`M$'?@;�i'()*+{'¤¥ '̂¦�'§'¨le'2009�'366©w

i'2014�'887©67'2.4ª'$-$'J(�«Y(����U��'9�, 2015). $¢ '̂()*+

{'()8'¬,'¦�'§'¨lH'o9'¬,'¤­('-®$'p '̄-°'Q�'§'f±'l'�²,'

¤­7'³´�'C'D&µ, $&'()*+('¶­· '̧¹º·01·»¼·½���ijF'l4'�

�;�'¾¿2'uvX'Ce'D�À, ()8'­�'¶Á'Â'()*+('()8/,'Ã5?@'Ä

�4';�'¾�'()84'P '̂$A'~t4'U '̂Ä�À'^Y�'()8/,'¨l$'J(�'Å

$Y. $¢ '̂¨lH'Á/·67'()8,'¤­ÀÆ/'¤­?/($:2·�Ã]·$ÃX·Çk

È·^-°·o»@, 2014), É&'»­�',ew'+�· '̧1�4'�Ê'Å$Y. 

��i'()*+('()8/,'Ç°· '̧¤­q'�ËÌ'���'Å¸(w'z '̂Ä�$'¤

­��?'É&'¤­��·'Ä�,'NO67'ÍÎ��'ÏY($:2·ÐÑÒ·ÓÔC, 2005). ¤

­��?H' ¤­,' �Õ?w' z '̂ 2z��' �' C' D&µ(Noordewier, John & Nevin, 

1990), $ÅH'()*+('()8,'»­�',eq' $2'UQ'�Õ· '̧¤­'NÖ'Ä�$'

È×;�, $¢ '̂¤­'NÖ'Ä�H'ÀÆ, RØ, ÙÚ'l'¤­.Û/'»­�',ew'1�4'

�Ê'Å$�&'Å4',�^Y. $Ü'¤8wi'Ý�, ()*+,'()8w'z '̂¤­��·'

Ä�H'E@��·'Ä�/e'X�^Y�'�'C'DY. ^_, ÀÆ$'�Â'-zÞ,'ßÃ4'Ý

Y'à'áâ�'C'D4'ãÀ'pä�'å'£p(i'¤­,'@2· '̧¤­'æ?4'�e;&'×

¸$�(çèé·\-ê·çXë, 2003), ÀÆ,'Á/'×¸67'ìí���&'RØ('��îÞ

¬,'-°ï:,'Û4' $�'ð�¤­,'Cñ4' $�, ?/q'�-Eò'@2��?w'1

�4'�óY�' '̂ÍÎô(Schurr & Ozanne, 1985; Ganesan, 1994)w'�õ�, ¤­��·'Ä

�$'()8/,'@2·'¤­q'�ÕEö&'dÇ'm× '̂×¸$�&'Å4'÷'C'DY. 

¡¢£'�x'!"#$%w'¤ '̂ÍÎ&'!"#$%'øL('30�w'ù;�, !"#$%'*

+('2002�'1,600Nwi'2013�'3,800N7'?@;úûwe'üÎ;�, abM4'mn67'

ÍÎ('��Ï6�, cd'§'ijF'¦ýw'z '̂ÍÎ&'dÇ'��;Y(��Hß'01ÍÎ

f, 2012). ��i'*'ÍÎwi&'Öß$þ4'ÿ!67'efd'!"#$%'`M4'mn67'

;<'()*+,'¤­��·'Ä�$'()8,'´5·'ÀÆ, RØ, ÙÚ, ¡}�'»­�,e

,'Îé·'¤­q'¦";&µ'DY.

*'ÍÎ,'Á/&'cd(efd) !"#$%'()*+,'¤­��'Ä�$'()8,'#e{'

ßÃw'��&'$%ä&4''(�'C'DY&'8wi'¡',,('DY. ^_, ¤­��·'Ä�

$'()8,'»­�ãÀ'pä�'()*+,'01?/(Camarero, 2007)7'$�)Y&'8w
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i'()8, *+'efd'()8$'»­�,eq' $2'U '̂¤­��·'EFG4'�ËÌ'

Î,�'Å¸(w'z '̂EL84'�E�'Å$Y. 

"!"%$&"'(

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

¤­��·'Ä�H'��¤­w'D&'o9('�Õ· '̧-°¤­q'æ?;�i'��{'¤

¥K'Ö.z/4'W$0&'Ä�4',�^Y(Sheth & Parvatiyar, 1995).  ¤­��?H'��

w'D�'��'-zÞ/,'¤­q'm×;Ì'®1;&'Å$�(Boyle & Dwyer, 1992), o9'

¬,'¤­q'�Õ;2'U '̂2z��'2'C'DY(Noordewier, John & Nevin, 1990). ¤­�

�·'Ä�,'Á/&' H'ÙÚ,'Cñw',Qi'¡'Á/('£3£&µ(Janda, Murray & 

Burton, 2002), ()8/,'�z(bonding)7'$�Û'C'DY&'8wi'¡'m×?$' Y. 

Heide & John(1992)H'¤­��·'Ä�4'�Í?, �Ý¹4, ¡}�'ÁÕ(solidarity),'3

(�'× ,̧ Camarero(2007)&'¤­597'ìí;�, ,LfP, �6�, N¸�(*7zÇ), ¡

}�'N¸·'¤­,'4(�'×¸67'Î¦;ú6�, Janda, Murray & Burton(2002)H'�89'

�Í?, �89'��, �89wÌ'��K'�Ý, �89'P�, ÍÕ?,'5(�'×¸67'�E

;úY. ^_, $:2'l(2005)H'$¢ '̂ÖßÍÎô4'k9·67'�};<, ¤­��·'Ä

�4'�Í?, v�QÁ��, �Ý¹4, �6�{':;ÿ$<,'5(�'×¸67'ìí;úY.

��i'*'ÍÎwi,'¤­��·'Ä�H'()*+{'()8,'¤­w'D�i'()*+

w'z '̂()8,'ÀÆw'1�4'��&'×¸67'�,;�, $:2'l(2005),'ÍÎq'm

n67'â�;�9'^Y. ÖßÍÎô4'=>Ý�, ¤­��·'Ä�,'×¸67'�E�&'!

C&'�Í?(Noordewier, John & Nevin, 1990), v�QÁ��(Noordewier, John & Nevin, 

1990), �6�'Ä�(Doney & Cannon, 1997), ¡}�'�Ý¹4(Cannon & Perreault, 1999) 

l$'DY. ¡}�':;ÿ$<'×¸H'$:2'l(2005),'ÍÎw'��'()*+{'()8,'

�6!8wi'ÀÆ/'RØw'1�4'��&'m× '̂× (̧Schellhase, Hardock & Ohlwein, 

1999; Doney & Cannon, 1997)$T7'*'ÍÎwi'ghE"Y. 

()*+,'�Í?H'é#$'é#,'¤}P�'$�4'J(Eö�, P��4'��Eö2'

U;<' �?�' %' C' D&' Yo '̂ ¤}·' $�/' Õe,' �e7' �,�&µ(Volberda, 

1996), áâ' �' C' &&' !�7' ¸;<' L´w' áâ��' ¾&' -Zôw' z '̂ 5'

(Noordewier et al., 1990)4'()*+('()£';&'�e��'�'C'DY. Ivens(2002)&'L

M'¤­('40·'×¸ôw',Qi'1�4'�4'u, �Í?$'å*'È×;Ì'KY�';úY. 

¡¢T7'()*+,'�Í?H'(+, »���, ,8'ªù'l/'-H'Ñ»,'¤­w'z '̂(
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)8'×Îw'z;<'()*+('�ËÌ'z.;&'(7'ìí%'C'DY(Noordewier et al., 

1990). ()*+,'�Í?H'()8'­�67e'$�Û'C'D2'uvw(Vázquez, 2007), (

)*+('()8/,'¤­w'D�i'é�w'z '̂�Í?4'Ý¸Y�, /� '̂¤­q'��q'

,�;&'Î¶· '̧��7'ÿ0&'´1·'eÎ7'�:%'C'DY(Macneil, 1981).

$Ü'¤867'2'u, �Í?H'?�·'LM?/,' '̂é©(Young, Sapienza & Baumer, 

2003)$�, 0�·'ÇU,'m×'�2(Grant, 1996)67'¬3KY. $ÅH'�Í?$'0�·'

ÇU,'¤­¤8(relationship-based view of competitive advantage)(Dyer & Singh, 1998)/'

9�¤8(resource-based view of the firm)(Conner, 1991; Conner & Prahalad, 1996; Grant, 

1996)wi'9`67'¬3%'C'DY&'Å4',�^Y. �Í?$'D&'ßÃôH'2M45w'

z '̂��''67,',¼{'8Ð,'C:4'Jz'E9Y(Young et al., 2003).

()*+,'v�QÁw'z '̂��H'()8/'()*+,'¤­w'D�i'()*+('(

)84'��;0&'Å67'()*+(':1·'É&'íE· '̧Ý-4'ÿ��'¾�'2;$'<

®;&'Å67(Noordewier, John & Nevin, 1990), ¨lQÁ4'�'C'D&'m× '̂Á�×¸

$Y(Strutton, Pelton & Lumpkin, 1993). $ÅH'()*+,'�Í?/'=! '̂¤­('D�

À'NO·67'Î¦KY(ÐÑÒ, 2004). 

()8w'z '̂()*+,'�6�&'¤­w'D�i'()8À4'U '̂*$ '̂59q';0

�';�£, >�7';&'Å4'?^Y(Doney & Cannon, 1997). $ÅH'()8À4'U '̂*

$ '̂59q';&'2MôH'¤­,'�Õ4'Uð;&'2�3,·'ßÃ4';�'¾Y&'Å4'

,�^Y(Williamson, 1985). $Ü'¤8wi'�6�&'$Û· '̧�6,'@Îq'AÆEö2'

U '̂2M,'Ä�4'£3x&'�e7i, ÀÆ4' ¸Y(Anderson, Fornell & Rust, 1997). 

Ganesan(1994)H'¡¢ '̂()8À4'U '̂*$ '̂59&'()*+('@2·'¤­q'��;

0�';�, ()84'U;<'<®4';0&'Å4'JíQ3&'Å67'()*+w'z '̂()

8'ÀÆ4'J(EB'Å$��';ú�, É '̂$ÅH'()*+('()84'U;<'*$ '̂5

9q'^Y&'�14'()8ôwÌ'3�'()*+q'RØ�'C'De['^Y�';úY. $:

2, CD°, væÔ(2002)&'�6�('ÀÆ/'A?eq' $&'×¸$��';úY. 

�Ý¹4H''67ô$''67wÌ'�: '̂�Ýq'·E·67'���'Å$�&'o9¬,'

2zq'?^Y(Heide & Jones, 1992). Howe(2003)&'FGäH$I4'P '̂�Ý��&'()

8/'()*+,'��K'¤n4'$Q;e['Q3�, r"sw'��4'3�, ?@4'/�;

e['QñY�';ú�, Kane(2001)&'$Ü'¤8wi,'FGäH$IH'()8/,'¤­q'

J©;Ì';&'K"$'KY�';úY.

Bassuk(2001)H'()*+{'()8,'¤­w'D�i'FGäH$I$'È× '̂$�&'Yû

/'-Y�';úY. LM, ()*+&'!"#$%'EFGwi'³®;&'v�ôw'z;<'(

)867+N'QÁÞ/4'B4'C'DY. OM, ()8ôH'!"#$%'EFG,'P/'Q$
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Y. RM, ()*+{'()8H'i7,'?�4'U;<'ÈÍ·67'ÍÁ��'DY. SM, (

)8,'Ä�$',LÁ�w'gh�e[';&'Å$Y. $¢ '̂FGäH$IH'-Zw'��'Á

���ý';&'()8,',LÁ�w'()*+('��4'�'C'De['QñY. ¡¢T7'(

)*+&' ()8/,' TU· '̧ FGäH$I4' ��Qý' �' È×(' DY(Moserowitz, 

2001).

()*+,'¤8wi'�Ý¹4H'()8$'()*+,'S1w'1�4'W'C'D&'áâ;

2'�0S'�Ýq'���'C'DY&'2zq'�'C'D&'/´@���'�'C'DY(ÐÑÒ, 

2004). X5·67, �Ý¹4H'07Î?�ô4'P�;2'U '̂1�´1,';£7'L:��, 

07Î?�ô,'#e{'ßÃw'1�4'�óY(Frazier & Summers, 1986)

:;ÿ$<'*?H'()8/'!V;&':;ÿ$<,'$�w'z '̂()8,'@Îq'?^

Y(Schellhase, Hardock & Ohlwein, 1999). WH'Îd9-cd9')HX'vYôw'�õ�, �

6/' !V;&' kM�ô$' ¤­ÀÆ(Schellhase et al., 1999)/' RØ(Doney & Cannon, 

1997),'m×'×f7'�E��'DY.

Schellhase et al.(1999)H'fdM9ô$'�./'E@w'z '̂�b, �6�K'Z[4'Àô

�x�'$q'>2�'C'D&'$�4'()'1ML�w'ÀÆQ;�, $¢ '̂1ML�ô/'�

�q';&'fdM9ô$'¡ô4'()£'\p;&'(q'£3x&']�·'â�e'(��'D�

ý'^Y�';úY.

^_, ()*+,'¤­��·'Ä�H'2zX�'¤8(o¸", o»@, $< ,̂ 2011)wi'

ÍÎ('�«6£, ijF.Û,'ÍÎôw'�õ�, �1K'?/('�6ÀÆw'm× '̂Á�'

×¸$�&'8wi'*'ÍÎwi&'¤­��·'Ä�H'()8,'�1K'¤8wi'â�;�

9'^Y.    

!"!"$%&,-

¤­)HX,'m×?$'+1��i'¤­·'¹4w'z '̂¤n$'F�Ì'�«6�, $¢^'

Ñ-ôH'¤­.Û,'NO67'ìí%'C'DY. Morgan & Hunt(1994),'9Ã#'3$�'f

d84'z-67' '̂ÍÎwi'¤­'.Û4'ÙÚ/'RØ7'Î¦;<'ÍÎ;ú6�, Ramsey 

& Sohi(1997),'9Ã#'�é{'�PM¶w'z '̂ÍÎwi&'RØ{'ÀÆ67'Î¦;<'Í

Î;úY. É ,̂ Dwyer, Schurr & Oh(1987),'9Ã#'_¢'!"#$%w'z '̂ÍÎwi'À

Æ, RØ, ¡}�'2�3,7'Î¦;<'ÍÎ;úY. *'ÍÎwi&'ÖßÍÎq'ÿ!67'*'

ÍÎw'`Ì'C�K'ÀÆ, RØ, ¡}�'ÙÚ67'Î¦;<'ÍÎ;�9'^Y.
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!"!"#"$%&

ÀÆH'Y>'-zÞ/,'X4'P '̂¤­'Õwi'-zÞ,'ab'×fw'z '̂`tc7+

N'£ç&'d�· '̧]�,'-#q'?^Y(Anderson & Narus, 1984).

Geyskens, Steenkamp & Kumma(1999)&'07Î?�'ÀÆ4'Y>'2M/,'M¼¤­7'

¸ '̂ab'¤8w'z '̂e(7+N'³®�&'d�·']�'-#��';ú�, Ganesan(1994)

H'07'Î?�,'ÀÆ4'07'Î?�¬,'L2{'ð�4'J(Eö�, ¤­,'kÁ4'W$

�, 3·v�q']fEö&'ø�4'Cß^Y�';úY.

��fL9'¬,'¤­ÀÆw'¤ '̂ÍÎq'=>Ý�, Anderson & Narus(1990)&'¤­ÀÆ

4'ë'07Î?�'L$,'¤­w'z '̂´5· '̧e(7i, 0V '̂ÀÆ,'CñH'é#¬'¤

­,'Á/7'£3gY�';ú�, Dwyer, Schurr & Oh(1987)&'Îd9{'cd9,'-°,h

?$'(@')ÝK'�­ '̧Q��­wi'¹4'67ô$'�L '̂i.4'���'C'D&'Y>'

3×'¹4'67ô4'>�7'ª�;&'¹4/�4'��67j'X�'Cñ,'ÀÆ4'?k^

Y�';úY.

()8'ÀÆH'*+{,'¤­7+N'³®;&'0�·'ÀÆ, �.'§'ijF'Ûw'z '̂À

Æ, :;ÿ$<w'z '̂ÀÆ'l'*+{'¤­K'ab'l3q'gh;<'?^Y(Ruekert & 

Churchill, 1984). Oliver(1980){'Yi(1990)&'()8'ÀÆ4'()*+('()84'U;<'(

)£' à' ¤};�' ��;&(w' z '̂ ��' Á/w' z '̂ e(e' ghKY�' ;ú�, 

Anderson & Narus(1984)&'()8'ÀÆ4' '̂2M$'Y>'2M/,'ab'M¼¤­w'z^'

e(7+N'd�· '̧�i'-#��'�,�'C'DY�';úY. :, !"#$%,'()8'À

ÆH'07¤­w'z '̂07Î?�,'´5· '̧¸�$��'�,%'C'D6�, ()*+w'z

'̂ð�, É&'Ã,$�, ()*+w'z '̂()8,'z¶· '̧m?$�'�'C'DY(Gaski & 

Nevin, 1985; Frazier, Gill & Kale, 1989). 

()8,'ÀÆ4'â� '̂ÍÎ&'Yû/'-$'£n�)Y.

LM, ()8'ÀÆH'Îd'Â'0V(post-purchasing)67'�6$'*���w'zQ'Ö.'Â'

x}Ì'�&'�1K'?/q'2z{'j¹ '̂e(·'c�$Y(Oliver, 1993). OM, ()8'À

ÆH'()8$'9R,'ø�4'Cß;�i'(�&'#¼ÀÆ$Y(Gauzente, 2003). RM, ()

8' ÀÆH' C#·' !"#$%' EFG' xwi' Î?�67i' op&' ]�$Y(Lewis & 

Lambert, 1991).

��i'*'ÍÎwi&'()8'ÀÆ4'()*+,'ßU7+N'()8$'op&'´5·¸'

ÀÆ67'�,^Y.

!"!"!"$'(
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RØ&'-zÞ,'?$£'�Õ$'q4'À;�, ¹4'¤­wi',¼q'Y�'Å$�&'qû

67i'��'-zÞ$'îÞ¤­wi'ð�4'�;�',¼{'8Ð4'Y�'Å$�&'2zq'?

^Y(Morgan & Hunt, 1994). É ,̂ Anderson & Weitz(1989)&'RØq'��w'-zÞ,'ß

Ã$'92,'È×q'AÆEò'3}�&'qû$��';úY. ¡}�'Robinson(1996)H'RØ

q'3¸,'��ßÃ$'9RwÌ'°,·$�£'É&'Cf '̂(,·$�'¾4'($?w'z^'

2z{'qû$��';úY.

Moorman, Zaltman & Deshpande(l992)&'RØ('h»;2'UQi&'-zÞw'z '̂qû

(belief)/'-zÞw'zQ',h;�9';&'ßÃ,e(behavioral intention)('Á9��ý'^Y

�';úY. $&'-zÞw'z '̂qûH'D�À, -zÞwÌ',h;�9';&'ßÃ,e('&

Y�, �^K'RØw'ü/;�'qû'&$',hÀ';&'ÅH'RØ('pä�'r,'P�q',

�^Y. ¡�i'fd-/'�89¬,'@2��?'stw'RØ{',h$'m× '̂ø�4'^Y

(Ganesan, 1994).

RØu'X¥,'-°'2z'É&'i7,'ßU{'¤¥K'2z7i'-zÞ$'$23,·¸'

#e7'ßÃ;�'¾4'Å$�&'¸�K'($?67'é#¬'ð�¶­wi&'5sE'È×;

Y(Wilson, 1995). ��i'2M'¬'¤­wi&'RØq'¹4'-zÞw'z '̂Xk,'RO$£'

yR67'Ý�(Ganesan, 1994), RØ9{'vRØ9,'-°,h?(inter-dependence)4'/é

;�£'üy>?/'¤¥;<'�,��'DY($æ., $Ã), Ð:w, 2007).

Anderson & Narus(1990)&'2M'¬'¹4¤­wi,'RØq'3'M¶('9R,'�Lw'd

�· '̧Á/q'(xY3&'ßUq'Cß�'Å$�&'RO$��';ú6�, Sabel(1993)H'�

o'^ye'Y>'y,'k�84'$:;�'¾4'Å$�&'yR$��';úY. ¡}�'Bradach 

& Eccles(1989)&' '̂2M,'��'fL9('2�3,·'ßUq'��e'a>Y&'ë0z4'

&-3&' '̂æ#,'2z]$��';úY.

��i'*'ÍÎwi&'RØq'()*+{'()8, :'2M4'z-67'RØ9{'vRØ9

¬,'-°,h?'¤8wi'¹4-z9 '̧()*+,'?$£'�Õ$'q4'À;�'¹4¤­

wi',¼q'Y�'Å$��'q&'�e7'�,^Y.

!"!")"$*+

ÙÚH'��'fL9ô¬,'¤­�Õ?w'z '̂{E·'É&'íE·'i�4'?^Y(Dwyer, 

Schurr & Oh, 1987). ÙÚH'@2��?,'¤­wi'&�i&'/'%'ÈC·'×¸67'(@'

|n· '̧NO67'ÁÕ(bonding)$'DY($ÖA, 2007). É '̂ÙÚH'-°?, A?e, <3'

z/w' z '̂ g2' l/' -H' 07Î?�/,' ¤­��· '̧ ×fq' gh^Y(Morgan & 

Hunt, 1994). ¡¢T7'ÙÚH'9}?w']� '̂0�?,'v�£'�Õ·'��7&'ìí;2'

�0S'+¦ô4'ìí^Y.
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Îd9-cd9,'¤­wi,'¤­ÙÚH'��'-zÞ/,'�Õ· '̧¤­q'��;2'U

Qi' Cz^,' Ä�4' 2}$�9' ;&' ¹4' fL9,' qû67' �,KY(Moorman, 

Zaltman & Deshpande, 1992).

¤­ÙÚw'¤ '̂Öß'ÍÎô4'=>Ý�, Anderson & Weitz(1992)&'é#'¬,'¤­w

i'@2��?4'ìí;&'mnNO67'ÙÚ,'NO4'�E;ú�, Moorman et al.(1992)

H'2M'¬'¤­ÙÚ,'|n4'*�'2M'¬,'(�'D&'¤­q'��;0&'�Õ· '̧@Î

��';úY. É ,̂ Morgan & Hunt(1994)&'2M''¬,'LM?/&'$¢ '̂¤­ÙÚw'#

!·67'1�4'�&Y�';úY. ¡¢T7''ÙÚH'é#'xãÀ'pä�'é#¬'¤­, *+'

()*+{'()8'¤­wi'L:�&'(@'X5· '̧!C�'�'C'DY(Dwyer, Schurr & 

Oh, 1995).

Allen and Meyer(1990)&'¤­ÙÚ4'Y#�·(multidimensional) NO67'Ý�'ÙÚ4'

]�·'ÙÚ, �Õ·'ÙÚ, ~l·'ÙÚ67'¦�;<'�eq'N³;úY. ]�·'ÙÚH'¤

­'fL9ô$'¤­q'��;�'�H'@Î'uvw'¤­'��q'�;&(want to) Å$�, �

Õ·'ÙÚH'¤­('kÁ%'0Çw'³®;&'j:'¸b'uvw'�Õ· '̧¤­��q'È×7'

;T7(need to) ¤­q'�Õ;&'Å$Y. ¡}�'~l·'ÙÚH'¤­��w'z '̂,¼]'u

vw(ought to) æ?�&'Å$Y.

��i'*'ÍÎwi&'!"#$%'EFGwi,'()*+{'()8¬,'ÙÚ4'é#/'

é#'¬,'¤­wi,'ÙÚ67'Ý�, îÞ'¬,'(�'D&'¤­q'��;0&'�Õ· '̧@

Î7'�,^Y.

!"."$/&0$12

»­�,e&'()­�2¬$'�£&'E8wi'2h,'()8'S1e(q'PQ'ÀÆ'-

#, ¤­,'Û, ��*�59w'z '̂](-1'§'!"#$%'*+{,'Ç°·'¤­'l4'�

0Qi'îÞ'¬,'9,q'PQ'YE'­��'Å¸�q'Á�;&'��'ßÃw'z '̂,eq'?

^Y(Ô2m, �#", 1999). \��(2006)w'�õ�, ()8$'(�&'»­�,e&'��+'

()8,'ÀÆw',QiÀ'Á�'�&'Å$'pä�'()8'9¶,'dt�, *+{,'ó=^'

¤­'l/'-H'?/£'¤­ÀÆw',Qie'$��)Y. ��i'»­�,e&'()8'­�

$'À��&'E8wi'()8$'Ñ»'()*+{'­Õ· '̧��q'PQ'()84'S1�'Å

¸�'pä�'Y>'()*+q'Ö.;<'S1�'Å¸�, É&'()8'­�'é�4'C��'Å

¸�'pä�'Ñ»{'ÃX;Ì'()8'­�4'�'Å¸�q'Á�;&'��'ßÃw'z '̂,e

7'2'C'DY.

2M'¬,'@2��?w'¤ '̂ÍÎwi&'»­�w'1�4'3&'Öß×¸67'üy>^'

E@'40, @2· '̧59, í?, 1M?/, ¡}�'-°'ÀÆ'l$'�E��'DY(Ganesan, 
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1994). $&'()*+('üy> '̂E@'40'Õwi'01$�/'S1$�, @2· '̧��'

l'()8/,'ab'M¼¤­('»­�,ew'm× '̂×¸67'ï:^Y&'Å$Y.

$~°, CC], C±°(2006)&'ab!"#$%'()83,'ÀÆ, ¤­,'Û, ¡}�'»­�

,ew'¤ '̂ÍÎwi'»­�,eq'()*+,'ijF{'¤­·'*?w'zQ'YE'­�;�'

�H'�e��';ú�, éÑb(2003)H'»­�4';2'UQi&'()*+{'()8$'¤­'ÁÕ

,'-#w'eù�&�,'<+('dÇ'm×;Y�';úY. ��i'»­�,e&'()8,'ÀÆ, 

?/ãÀ'pä�'()*+{'()8¬,'¤­'É '̂m× '̂×¸67'2'C'DY.

#!")*"+,

."#"$3456

�i'2� '̂ÖßÍÎô4'ÿ!67'*'ÍÎwi&'<¡�'1>/'-H'ÍÎaæ4'ì�;

úY. *'ÍÎwi&'!"#$%'`Mwi'()*+,'¤­��'Ä�,'J(('()8,'(

)*+w'z '̂ÀÆ, RØ, ÙÚ, ¡}�'»­�',eq'�'C'De[';&')HX·'EL8

4'et;�9'^Y.

!"#$ %&$'()*
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."!"$3478

)"!"#"$,-./0$123$,-4536$,-

Ostrom & Iacobucci(1995)&'ijF��2M/'�Õ· '̧¤­('æ?K'fj9&'Y>'

fj9ÝY'ÇC '̂ijFq'���4'C'D�, Yo '̂¤­i.4'�4'C'D2'uvw'i

jFw'zQ'ÀÆ�'($?$' 6�(Hennig-Thurau, Gwinner & Gremler, 2002; Reynolds 

& Beatty, 1999), RØ{'ÙÚ$'?�· '̧¤­'æ?w'm× '̂×¸$��';úY(Morgan 

& Hunt, 1994). ^_, $:2'l(2002)H'�6�('ÀÆ/'A?eq' ¸Y�';úY. É ,̂ 

Lee, Lee, Lim & Seong(2009)H':;ÿ$<,'}å�$'()8,'RØ{'ÙÚw'1�4'�

óY�';úY. $:2'l(2005)H'()*+,'¤­��·'Ä�$'()8,'ÀÆw'1�4'

�óY�';ú6�, o¸"'l(2011)H'()*+,'¤­��·'Ä�w'z '̂2zX�('(

)8,'¨l, ÀÆ/'»­�,ew'1�4'�óY�';úY. C�4, \1p, $°�(2001)

H'¤­��?$' 4C['¤­��,e'É '̂ Ì'£3gY�';úY. ��i'¤­��·'

Ä�4'P '̂'67{,'¤­'/e(' p��, ÀÆ, ¡}�'ÙÚ$'J(�'Å$Y. 

��i'*'ÍÎwi&'$¢ '̂ÖßÍÎq']�7';<'Yû/'-H'ÍÎ(ì$'ì��«Y.

H1-1: ¤­��'Ä�$' pÛC['ÀÆ$' pÛ'Å$Y.

H1-2: ¤­��'Ä�$' pÛC['RØ(' pÛ'Å$Y.

H1-3: ¤­��'Ä�$' pÛC['ÙÚ$' pÛ'Å$Y.

)"!"!"$,-4576$,-

ÀÆ/' RØ,' ÍÎwi&' ÀÆ4' RØ,' Öß×¸67' Ý&' ¤8(Ganesan, 1994; 

Garbarino & Johnson, 1999; Morgan & Hunt, 1994)/'RØq'ÀÆ,'Öß×¸67'Ý&'¤

8(Anderson & Narus, 1984)$'DY. ¡¢£'C]'ÍÎwi&'RØq'ÀÆ,'Öß×¸67'

Ý�'RØ'¤­q'Î,;2'UQi&'¹4-z,'ÀÆ$'Öß��ý'^Y�'Ý�'DY(\:

À·�)·$­", 2005; ZÖp·ZÖ), 2005).

)×�(2008)H'�Õ· '̧¤­wi'/�'Á/,'ÀÆH'��?$'¡'¹4w'h»^Y�'

¸�;Ì'��, 5z7'/�¤­,'üÀÆH'ü��?67'¸�;Ì'��'�P07Î?�'

L$,'RØq']fE9Y�';úY. É '̂Dwyer, Schurr & Oh(1987){'\k�(2007)e'À

ÆH'()*+w'z '̂()8,'RØq'J(E9Y�';úY. 

RØ('ÙÚw'd�· '̧1�4'ñY&'ÅH'�P07w'¤ '̂ÍÎôwi'�,'aë'X

�K'Á/7'Ý<3�'DY(\k�, 2007). Morgan & Hunt(1994)&'*�,'¹4'fL9('

¤­w'ÙÚ;&'$�'m' '̂(�&'-zÞ/,'�Õ· '̧¤­'��q'UQ'Cz '̂Ä��'
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À�'m×;Y�'RØ;2'uv$��';ú�, ÍÎÁ/wie'¤­RØ&'¤­ÙÚ4'J(

Eö&'Å67'£3�Y.

��i'*'ÍÎwi&'$¢ '̂ÖßÍÎq']�7';<'Yû/'-H'ÍÎ(ì$'ì��«Y.

H2-1: ÀÆ$' pÛC['RØ(' pÛ'Å$Y.

H2-2: RØ(' 4C['ÙÚ$' pÛ'Å$Y.

)"!")"$,-453$8-96:6$,-

fdM¶,'/�'Á/w'z '̂ÀÆH'�8M¶{'fdM¶'L$w'eên/'ð�4'J(

Eö�'$7'¸Q'¤­('�Õ%'Å$Y(Hunt and Nevin, 1974). É '̂ÀÆH'�Â'-zÞ

,'ßÃ4'ÝY'à'áâ�'C'D4'ãÀ'pä�'å'£p(i'¤­,'@2��?4'�e�'

C'DY(çèé, \-ê, çXë, 2003).  Selnes(1998)&'Îd9('�89{,'¤­w'ÀÆ

�C[, �89{'¤­q'�Õ·67'��;�9'^Y�';úY.

Oliver(1993)&'ÀÆ$'Îd{'fj0Vw'2K '̂´5· '̧e(7i')� '̂ÀÆH';£

,'æ#7'£3£�'¾�'�Õ· '̧»Îdwi'Yo;Ì'æ?KY�';ú6�, ÀÆ$'#e

w'1�4'���'$'#ew'z '̂1�H'YE'�Õ· '̧$:,ew'1�4'�óY&'(ì

4'è�'ÚJ;úY.

Anand & Stern(1985)H'çQq'Þ�;�'P9· '̧9,q'$��x�'��'ë'fL9&'

ÀÆ^Y�';ú6�, ÍÎÁ/wie'/�'Á/w'z '̂ÀÆH'@2��?w'1�4'��

&'�7'£3�Y. ¡¢T7'�P07w'¤ '̂ÍÎwi&'07Î?�,'´¶ÀÆ4'»­�

,e,'Á�×¸67'¦"�'C'DY(Lewis & Lambert, 1991).

RØ&'��îÞ¬,'-°ï:,'Û4' $�'ð�¤­,'Cñ4' $�, ?/q'�-E

ò'@2��?w'1�4'�óY(Schurr & Ozanne, 1985; Ganesan, 1994). É '̂!"#$%'

07-wi'RØ&'@2��?w'1�4'��67i'fdM¶,'$�4']fE9Y(çèé·

±1*·?�, 2002; $m·Ð1�, 1997).

\H<(2005)&'()*+w'z '̂()8,'RØCñ$' 4C['îÞ,'ÙÚ$'/���, 

$¢ '̂ÙÚ$'/�%C['îÞ,'@2��?H'/�KY. ��i'07'Î?�¬,'¤­('

RØ·XC['ð�·$�, ¨l$'³®;å�e'�2$· '̧Á/q'(xY3�, @2��?

4'Ý$Ì'KY(Ganesan, 1994; Morgan & Hunt, 1994).

ÙÚH'(�'D&'m× '̂¤­q'�Õ·67'��;�9';&'Cz^,'Ä�$Y(Morgan 

& Hunt, 1994). ¡¢T7')×�(2008)H'!"#$%'EFGw'ÙÚ;�'D&'()8ôH'

59 '̂��*�9`4'Ý°;2'UQ'¶¸Î?�¬,'ð�¤­q'mE;�, �2·'$A�

Îq'<®;å�e'()*+{,'@2· '̧¤­q'��^Y�';úY.
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Garbarino & Johnson(1999),'ijF'`Mw'¤ '̂ÍÎwi'¤­ÙÚ,'�ew'��'@

2��?w'd�· '̧1�4'��&'Å67'£3��, $#Ç(2000),'zæ�PM¶{'-.

�é·�.M¶q'z-67' '̂ÍÎwi&'RØ{'ÙÚH'@2��?w'd�·'×¸Ð$'Ú

J�«Y.

2M'¬'ÙÚ,'(@'m× '̂×f&'*�'2M¬'¤­q'@2¬w'��'��, ³´Eö0

&'0�67'�,�&'¤­�Õ?$Y(Dant & Schul, 1992). ¡¢T7'!"#$%'EFGw'

D�i'()*+{'()8¬,'­�$'À��«4'0Ç'»­�4';2UQi&'¤­ÙÚ,'

-#w'eù�&�'<+('dÇ'm×;Y(éÑb, 2003).

��i'*'ÍÎwi&'$¢ '̂ÖßÍÎq']�7';<'Yû/'-H'ÍÎ(ì$'ì��«Y.

H3-1: ÀÆ$' pÛC['»­�',e(' pÛ'Å$Y.

H3-2: RØ(' pÛC['»­�',e(' pÛ'Å$Y.

H3-3: ÙÚ$' pÛC['»­�',e(' pÛ'Å$Y.

.".$ $9:$8&

)")"#"$;<=

*'ÍÎ,'éL'z-67'!"#$%'()8$'Ö��«6�, ìvéL&'2009�'9�'16

X+N'2009�'9�'30X��'23¬'>E�«�, ìvi&'�PM'!"#$%'()8wÌ'

300+('ªg��'250+('C��«Y. $'m'ü?>;Ì''�K'17+q'�a '̂233+('

¦"w'$:�«Y.

)")"!"$>?6$@A

*'ÍÎw'$:K'â���ôH'“18'= ´ '¡¡�'¾Y”wi'“78'= dÇ'¡¡Y”,'7

8'�e7'â��«Y. 

()*+,' ¤­��·' Ä�H' ÖßÍÎq' ¢é;<' ' ()*+,' �Í?(Noordewier, 

John & Nevin, 1990), v�QÁ��(Noordewier, John & Nevin, 1990), �6�'Ä�(Doney 

& Cannon, 1997), �Ý¹4(Cannon & Perreault, 1999), ¡}�':;ÿ$<'*?(Schellhase, 

Hardock & Ohlwein, 1999) l4'£3x&'5N'��67'â��«Y(<£'2> ¢é). 

ÀÆH'Gassenheimer, Baucus & Baucus(1996)('N³ '̂��4'*'ÍÎ'-Zw'`Ì'C�;

<, 3N'v�67'â��«6�, RØ&'Doney & Cannon(1997)$'N³ '̂��4'*'ÍÎ'-Z

w'`Ì'C�;<, 3N'v�67'â��«Y. É ,̂ ÙÚH'Morgan & Hunt(1994)('N³ '̂�

�4'*'ÍÎ'-Zw'`Ì'C�;<, 4N'v�67'â��«6�, »­�,e&' Lewis & 
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Lambert(1991){'Ganesan(1994)$'L: '̂2N'v�67'â��«Y.

$!"-./0

;"#"$<=1$>?)$@A

*'ÍÎw'z '̂£*,'X5·'*?H'Yû/'-Y. ¤<, ?7H'Ô9('165í(70.8%), 

<9('68í(29.2%),'�67'£3�6�, Í¥H'30¦40è'�À$'90í(38.6%), 40¦50è'

�À$'76í(32.6%), 30è'�À$'48í(20.6%), ¡}�'50è'$-$'19í(8.2%),'�67'

£3�Y.

¹ºCñH'z4¹'§M$' 106í, ´vz'§M$' 77í(33.0%), �l4¹'§M$' 31í

(13.3%), z4�'§M'$-$'10í(4.3%), ¼'�$'8í(3.4%), ¡}�'m4¹'§M$'1í

(0.1%),'�67'£3�6�, #U&'f�3 '̈8@$'115©(49.4%), �:K'8@$'60í

(25.8%), f�3('41í(17.6%), ¡}�'¼'�$'17í(7.3%),'�67'£3�Y.

d@' ~a&' 40e' $;(' 9í(25.3%), 20e' $;(' 57í(24.5%), 30e' $;(' 50í

(21.5%), 50e'$;('26í(11.2%), 60e'K/('21í(9.0%), ¡}�'¼'�$'20í, 8.6%)

,'�67'£3�6�, #�'C&'3¦4í$'111í(47.6%), 2í'$;('59í(25.3%), 5¦6í

$'38í(16.3%), 9í'$-$'9í(3.9%), ¡}�'¼'�$'6í(2.6%),'�67'£3�Y.

;"!"$BC$561$DE

�eô,'ªm3f?(convergent validity)/'c73f?(discriminant validity)4'IJ;2'

U;<'¤<, RØe'¦"'Â, *'ÍÎ'a«w'ghK'ab'ÍÎ�Uôw'z '̂â�aæ

(measurement model) ¦"$'<£'1>/'-$'>E�«Y.

¤<, 1'ÍÎ�Uôw'RØeq'IJ '̂Á/, ¤­��·'Ä�, ÀÆ, RØ, ÙÚ, ¡}�'

»­�,ew'z '̂RØe'¬(­)H'11'0.826, 0.848, 0.829, 0.862, ¡}�'0.77067'£3

£'1'ÍÎ�Uôw'z '̂RØe'CñH'X5·67'×Î���&'2ñ '̧0.74'K/;&'

Å67'£3£'�Â'¦"$'>E�«Y.  

Yû67, y¸×¸¦"4' $: '̂ â�aæ¦"' Á/, ·9e' �C&' ®2=171.082, 

df=109(®2/df=1.570), p=0.000, RMR=0.060, CFI=0.975, NFI=0.935, GFI=0.923, 

RMSEA=0.05067'Îéaæ4'¦";2'UQ'¼}('&&'Å67'£3�Y.
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!+$ %&$,-.$/-01

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

.&/%0)-10&(*'23
445 678

9:;<=->?@ABCDEFGH

CDIJE CDKEI

LMNOP-QRST-UVW-XYZ[D CDG\K-

LMNOP-]^_-`ab-cdefPg-hij-klm-"-hP-nopq-

rSs-tuW-XYZ[D
CDGKE-

LMNOP-LMvW-wXj-xyz-{a|-}~@�~�-~��-x��-���-

�Hq-��S�[D
CDIJ\-

]^P-���-"�-��q-r�-��b-j�-��S�[D CDI�I-

]^P-���z�_-�}qj_-����-��@ ¡-¢-£¤!¥q-r�-

¦§-�q-r�-¨©-�Hq-rXj-ªdS�[D
CDGE\-

ªd@ABCDEKEH

CDIE\ CDGGJ
«¬=­��-LMNOq-rX-®]-ªd�[D CDE¯F-

«¬=­��-LMNOP-®]-°t=z[D CDIIG-

«¬=­��-LMNOP-]^_-xrq-O±�[D CDEJC-

Q²@ABCDEF\H

CDI¯F CDG�K
LMNOP-]^qT-�-³RW-;´[D CDEGC-

]^P-LMNOL-o�SP-��b-µP[D CDII�-

LMNOP-¶·z-]^qT-¸¹ºLb-» -̈¼½S¾-h[D CDI¯J-

¿À@ABCDEGFH

CDIE� CDGJJ

]^P-LMNOq-rX-ÁÂ-ÃÄW-L;¾-h[D CDEK¯-

]^P-LMNO|-] -̂LMv_-:³W-ÅÆÇ§-�;S¾�-�[D CDI\¯-

]^P-LMNO_-noL-ÈÉ-] -̂LMv_-noº-ÊËÌ-ÃÍÎ[D CDI�C-

]^P-LMNO|-] -̂LMvz-]Ï=º-9:Ð¾-¼½�[D CDI¯�

Ñ:³-_{@ABCDIICH

CDGII CDGKK
]^P-z-LMNO|_-:³xÒz-ªÓÔÕ-Ñ:³W-�-Êz[D CDEE\-

]^P-z-LMNO|_-:³xÒz-ªÓÔÖÐ{-[×-LMNO|_-QØ-

:³Â-¾ÙS;-ÚP[D
CDIC¯-

ÛFBJIJDCEF�-(ÜBJC\@ÛFÝ(ÜBJD¯ICH�-ÞBCDCCC�-5ß5BCDCGC�-4.àBCD\I �̄-á.àBCD\� �̄-â.àBCD\F��-

5ß$86BCDC¯C
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 1 2 3 4 5
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This study is to examine the impact of sales franchisor’s relationship-oriented 

efforts(flexibility, problem solving support, customization, information exchange, and 

supervisor characteristics) on relationship quality(satisfaction, trust, and commitment) and 

recontract intentions. 

In order to analyze proposed model, this study collected the 233 franchisees with owner 

or hired manager. The data were analyzed with SPSS/PC 18.0 and AMOS 18.0. First, to 

test unidimensionality and nomological validity of the measures of each construct we 

employed a scale refinement procedure. The result of reliability test with confirmatory 

factor analysis warranted unidimensionality of the measures for each construct. 

The findings are as follows: First, relationship-oriented efforts had positive effects on 

relationship quality (satisfaction, trust, and commitment) of franchisee. Second, satisfaction 

had positive effect on trust, but did not on recontract intentions. Third, trust had positive 

effects on commitment and recontract intentions, respectively. Finally, commitment had a 

positive effect on recontract intentions. At the end of this paper, managerial implications 

and limitations and future research directions were suggested. 

Key words : Relationship-orientated efforts, Relationship quality, Recontract intentions, 

Sales franchises
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