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2.1 vl 2AEA
2.1.1 Wi ~2E2E3 9] g

AEYEH (storytelling)2  ©]oF7(story), 5t (tell), AP
(ing)®] Al f4=% FAHT oE Shte dol=# olop|(story)= ©lH
A e @4 ditt A EAYE Hob Ak "olu 22 9
oh, Wolth(tel)= o] Toiohe] ou| oo AIZEZRZE F OE
772 Zoste Fawste] aAdelw A AY(ng)> FAH=

1 & W

rEelo] Aojg mBdon Amuu A, Azt AAZ QAsE 2
BA9 5 b4 Aloln BAL olopl: chaRt WAE Este mad
A, AR oloprlelis AlA Eo| glom, WAL ooplz A
A AP olofr] WY Al dele AZAESINE SAARL,
ol AQAzHez AR ooz H Az AU~

(sequence)E 7HAAL A, mpA|eto 2= i) THO AR TEE
oJulst= &G °lehe S0l Itk (H A, 2007).
AEERE olopr|E st Wl S T AdpdolA &

N7 sk HEE ARG AR oloprl: AEE Sl

thelds, 2012). 2AEHS FR+= WHE, 92k tevt 3FRE ERT

T U0 A EAlskE ARIE Aed AR mEECHOldY, 2008:

249, 2018).
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EE (Storytelling)o]  FETIL  Jqoh(FIF=, 2008; A, 2016).
ddiet g2 "AgAdE Ee ARgEel =APF " O Qule F
=4 A9l olopr|E 24 whso] 254 teeolA Agdems RE

oF At Aotk (x3A%, 2014). AEAPe ddel MEA 5
gt Zido] otdzlt AEHH AEES TSt on Q= A oA T

9% S TR HAs) FolHal FAL ASAHMGE, 2007
Ao, 2016).

el AEEHS dRkelselAl Aol of#ild A HE, =°h
o

Ast 55 olsl # 719ty i, AWIAl ThEste] ARAel dds 9
517 st ZAolm(FA&-HIRHAL 2009: £235], 2013), HHFeF wEH
A 9@ A, fAu Ast 59 ool Eesty, vk W ZFEE
=18
=

stof wlwel digt FAEE FofstEA WEAAE WA FHE &
St stk Adolsta Aol & & AnEHAR-AIY

2013). 53] f=lolut ex|Qlo] Mol MHYA @47t oJopr]o|ti(e]F
7, 2008; &53], 2013). FESHL WBASe SFAFN 7els] 9
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% 2ENS 21 Yol YEA TS ATl BY 2
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A3t fel 5

g1 gt st aAAY e gk 2 4 ok gE 949 B4
32 g ARSI upge] mgo] BUSHAAT-olHe, 2011).
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Heehd Hlor 2 AAEE A= A= Hste] diRt AAA An
o ARzt AE"olm IAZo|A AL “AE ot HAAICE AL
o] dd& 7FsstAl sk= ez Ade Fol oF AAE daFe=E #
Aot 87 (YAR, 2008)012tar jttt, mIStelAM= T2 HAZte Eol
7oy A4S 714 4 = 537 (Elizabeth Clement,op. cit.)e]=2kal % 9]
stalow A2 A8E iR St dojAls Ao = olAe =7]Al o]

sisted oulE siAste Aol Fafollx: oIl o|HH AEe =
SHA Aolots de 21e o] ol g, 1 Hol5g AmEW A, 1A
A a=|a 7129 v 7] S $EeR ARSHL fle dde =
QltHo]8FAl- A& 2002).

Aol A=l Wekz Qs AAH HIE Ehbe)
Aefistz Qlet AAlY Weh= ueuA] et A3
g7 e A Az geEidt(FEE, 2009).

kA QS ApAlel ZRAAl H Al olfrell diste] et <149l
7bFesttt. ofATr e FA=] disi AHEHozR T4
ZHA0] ZRAA " el e 8ot ddste Aol E7FssithHE

= o=
I, 2009).
2.1.2.4 ApEA

84 (Differentiation) e mHAEol} Fugeloq 7o A%, 17
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A4, 2015).
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TS AHAE BB PR AREe) Harts
3

Zoltt(Hm|7 -2t 2010; HAH, 2003; AF
AP MYl WAl ZHAE wHESH ftor A
E/dolth. ZIdel A5t fleliMe AbdAde] seHtEojoR sl
S AgshdA Ao Wt wg Aujzt &7 555 A

e 4= Qlofof th(r 4, 2009).
AaEm ol ApdAdol oid, 7199 &Fol o VIYE
2t BAEAY 23S AHRPE AR Hoke A9 71del uid 2o
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olop7|7t A olopr] FAlute] AolHe Holy AL HEmAEA Ol 5
Aolet. Adde] 4 waby] Wao] ohiet Hxguite] wix] E4E 5
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T AggoA A9 FeHdut AEste] TH M| dish A(HAF,
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UAFEL A& 07 o] st she F74 HEavtz of
A &F5(2014)
ofd & Q= A ol F4
aAe] Zlhiel &5 Higter FEt Ay A7e] AF
A841(2012)
ol A&E 7= AH.
ARARE A=7E SR Aol A=) o] gFe] e,
22011) AHZRY] £ SRS Fa%t FFS mAIH, &HATL
o |Z4she W= 8 4R wile 9¥e due As ¥
k.
A FFA | DAV = 2SS 9 PFolro FAHAA FFe AL
(2009) UAFELE PFofo] FHAQ] JdF= nh
T o U9 #ES AL Qe A4 B AlE 9 OA
T 0T | maR dmed goidor ge Agulgo] BT sor
(2003)
AAS 71E AF= AL Foist sHA okl AlAlL
g AYALE FHeR AFA AT
2.3 SNSHHA &
2.3.1 SNST41ej&=9] 7i'g
22 4 AFUACIAE dEUlE wiAlE Tt 4 ARgyAl Y
ox FHO He ®Hol IEUolN o]FoR= ALE 2 A
(eWOM. electronic WordOfMouth)o|2tal  gHtH(Chatterjee,2001;Schindler
& Bickart, 2002; 84 2020).
Newman(2003)2} #(2020)2 49 d&F= 771 A2 AHY
= 7|Hre g sho] ABRF Afo]o] AeaARgAl ARUAoldelH o]A= =

2tl ARUE st 2HsHA o



— J b A S

AEHE, A 57, 34 59 AH wghs ou|gtch(atere-o] 49, 2014)
7190] AT mlgolQl A&, gL, TV 5& FalA avatsA
FAQ FHE AFsta A=E a7 BALE o2 o]4 SNS o] A&
2 EAQ FAE Fote] 2Rl AE wHEoWr gloew I nEEe
uj-e- Aok Lol QIEUlolete THdEte] EAche TS EohH (sl
SOl B-Audl, 2004; ¥4, 2013), AHAELS 2219 1A F5S 53
APRA 7Ez|9F AAAE ZHAE RE FE5taAt ftth(Balasubramanian and

Mahajan, 2001: B}, 2013). QIEUl9] 542 AH|[Z}F 7o Ao T
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JEUS viA = AR A ARUAolHer FHY AP
WRjo] QIEUIgOlA o]fofzl= Z& 22He - (eWOM.
electronic WordOfMouth).
A= 0 APATE FHORE ATAY] Q1A

Schindler &
Bickart(2002)

2.3.2 SNSHH | o] Avjei+

R

ZZoE =2l A e FEaTte] gk At s o]F ol
Ath(Stephen & Litvin, 2007). Mangnus & Sara(2007)2 22k1A4F
HH FHE A 28450 39H AL RS ol B 7L
S

i
[e]
A WAL RS B ST S| $4H el I Pt

=
2
1o

ojAlY-0]FE(2013)2 AFAAH A IF oleelx A A
W AFS]A ZFE(Social Capital)o] SNS o] g8xts50] 2291 4 P&
Foll mA= As FASHAH (@, 2020).

oA (2015)2 71€01/d ] SNS ARSAES tde® &Ade SNS +
WHREQASH, 594, AT FESE, 2HAHE, FHFE QHg
(NS, e et BHE O Ato]o] Jg PAE Ho|luat stglen 1 At
SNSTHGHL] Efo] HEHoR PHABof {3t HF(+)o] dFS
A2 HiEel] fogt F(+)9] S mAT AT HR4Ee - AR
s peste] exalel M HH QAo fogt FFS njFHo
SNSTH AR AHdels GOl dFS XA dotet. H
SNset e mefel 4 Ju HHge] BE fojt e u)

AEA(2016)2 SNSOA AAE 2 A 2o gt iﬂ]x}iﬂ Bre] A
g Wz SNS #HAIAte] 453 SNS +4 14314 =
H2E H=E oA FEfel e 9l %LZUEOH ojudt I3
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FufolE & Folgt JFS nHH(e]FTE, 2016).
A2 ATsH2010)7F 2241 TgofA o] HHEZ o] LA gyt o]

e Gl dishA doehaA e AREER T4, AR, A4,
A, wolde AAstE e oo AHH et Al 4 HH
Al FF= FAL A A, HAA, ool w848 ATt
A= A WA

AAE2010)2 2291 AAFEY] A EHom HAHY F84,
g4, TEAS AT 4R 784, 894, THEAAS AR A
Fojuf FHGI A Foud g vAe Aoz yEdoeH,
ol Tl AAA FHoJANA AT F= AlE AHHG § gol

MFAMQ017) SNSE Tgohs 94 B HH A4 P45 L &u)7 o
% olzo] T ATolA SNSHR S4S AT, 7184, B4, A=A,
§849, A0 A

254:(2018)2 SNSTH Ao E47 A7, Fujolw, FHE, 27}
9%, AzZkE dlgle] Bat Aol SNSTHAHRS] ENS Y4, XA,
RAFo2 AT,

AFAQ016)3 HoK20172 4719E g eRste] SNSE 5 4
=43 SNST AHEEAo dishA

)

= 4cuAse 2HH0lL, T
27} Fobu, SNSHAAFSS F4H sl AUAA Bow 23

4
Zo| 27 o5 V5ol uet €8 KAl k.

AE-Q2013)= SNSoA 2] FFdEEy JEREAC] A< oyl e
H459 sPgEel disid FH= nAE IFe F= Aol SNSE
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HEREAY T T4, Aol FH=] FFe F= Aoz &I
A, FEE Fode A, A0l TR FFE =He A=
AA = At
Hr17g-A+22](2010) Zhls T FAAE AT o] BYEEe
Faol Hiet el AH EAo] fgs WHEe A okofA &
T foe A9 JFE vA= Aer ALHAT A Eo] AR
o] BAol ATk iAoz & 9T vl yebdnh ol 22t
g FHol exelY s wEA Al F3F AleF glo]l gt ode
gAY 4 glon HAE 71‘?_4 SAlol EEnYe] 848 AMEE £ 2l
JE W2 YHEl AP Wi
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A4 W 344 we @A ATt FAA AR
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794 (2016)

AL, A2 QI AnAbE o4 HAE &2 7|}def] 54
1 HE 4 & ¢ dnkal A7ERE AA
SNSTHAES] E42 FEHoR JHa8o] fogt A(+)

o G A Lug Hzo] FHe 9T

24 o Hz

oJUA(2015)

AEAT A FoF BA oo JRQ1E AT AR
2 ZH2 (Social Capital)©o] SNS ARg2te] 2kl 34 P&
o FFE F= A2 T4

o013
(2013)
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L wpaolet & 4 QUTHEER, 2008; 453, 2019).

AZE Ao gg AT 1990dtRE ARAAE e olsol

=l 7}xl7} EE A}%H?M A7t 7 e AHAe] 4H] gF " 4
2(A7E, 2010; AskE, 20192 1 %
| A B4 gioh o] ot ogdt fgez ARgET gle
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avzie] il F5o] A Fold Fat saolal, A
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=457 wl ol 7Ndolth(Chen & Hu, 2010). A7
9 7Pl 242 ulgae] BAdH LAEel Wi An T olHols
1 Aol 4 Udtk(McDougall & Levesque, 20005 A&, 201

g oulold A7 A AL Aol ﬁ@-%ﬁﬂ-ﬁﬂié A
FE7 Sdd ARF GgS vmele] ddez Lz Aden Aolg
T -
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7} 818 (21.2%), AF/AA] WEo] 589 (15.2%), 71Et7} 3298 (8.4%) 02 T
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[F4-1] 2ANIAE] A7EAS2 549(N=382)

T HlE HAE

o A 206 53.9
o2t 176 46.1

200 wwt 5 1.3

7 20~29A4] 63 16.5

A gk 30~394] 59 15.4
Tk 40~49A] 81 21.2

9k 504 o)Ak 174 45.5

aE 117 30.6

2EAHF & 256 67.0
71Et 9 2.4
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TR 39 10.2

RS WAt 1 0.3

2 58 15.2

A B2 100 26.2

FAHEOF

Hoz=n 43 11.3

S1A) 28 7.3

SJAFA 78 20.4

7 35 9.1

1009HA 21 5.5

2007 oH 80 20.9

3007 105 27.5

FYH7tAS

4005 It 43 113

5007 oh 70 18.3

6007+ o] A} 63 16.5

AT 2 0.5

A71%= 75 19.6

AR 83 21.7

A& 160 41.9

AFA A

At 7 1.8

AT 1 0.3

T 45 11.8

7] 9 2.4

13] 54 11.5
g 2~33] 143 37.4
4~53] 44 14.1
53] o4 141 36.9

_58_



S |zl S lalalSlelel S 3|
2 G|l || D [ E|F |G| |n | J|2|
x ||| v ||| Z3|lvn|lo| | =] 0|
— o | on | o~ — N | D N — | — | O Wwvn | oM
L
N
RC K ok
el — _ ° i oI _u
: 7 i g P
N " = | &
ﬂl [ G
N
5
NG
B
rld
o

QB X (factor analysis)<

)

N

(exploratory factor analysis)

_"

A
]

Qolm

_59_

A
a3

FoHLE mE 377} 3820|2299



upefsty] fls ARgSHH, FlA @QlRA2 7]ES olEFs HEoR W
5 Y WAE MR AAsty Q9RAeR TS YSche ol
o 2 dFoAE dFel EAlstes Fx2E mhefstal, aQl Ropge] @2
HPE AASH] AR E woli, &2 /e SAste1 st H4E°] &
At aQlo=w Fol=A &elsty] fsf 4l 742 AAsIAer aliy
e AR B (Principle component analysis)& AH&5FI T

FERF Varimax WS ARESHAEH ol AARANY F oshu=E, TY
[l Wolld WasEe] adiskE e #A4ks Fdelste Wioltt
B2 HeE A2 79 aflor Faste AF, 5 299 e 4

Bt 2 2Ert QQIEA] At Aow o 4 lth
|7t o& Hpo] ofsf & AR Eox e A= = %
T KMO (Kaise-= Mayer—Olkin)9] gto] .90 o]4fo|H Ads| =2 Holztal

il

=AY 4 A=t Bartlett] 794 HA 2, 2°=5835.798, FolE 058
ZIElr Wy 2EAF W 2Ho] JEdo] dAHY AAHem 8w
o] Zhsstttal & 4 Stk ol 4719 shejaclo]l FEH A

421 W AEEEo] By 9 AFr 24

Hy AR £ 28719 BI=E umtefstr] s #AA acliA
(EFA)& AASE A3t 4719 ok9jacle] FEEHSGIH 40 A 32
2 6w, I Ted A4 4w AEA vd R F 237 2l
o 8912 FrA, 812y R4, aR13E WA, 8Rl4E ApEA R
242y skt

ZF qlol WH A3 AlFEk(internal consistency reliability) &4-&
AARE Ax, AFE A(Cronbach's alpha)7b Zw|Ade] ¢ 8942
Ehtom, 1542 880, A4S 875 AHHEAL 89302 Uehdth dvhA
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© = Cronbach's alpha %IO] .60 ol/dold W& Aol o & 4 Sle
082 52 559 AFEE FHSIGH. vy AEEE B"J%‘% o=
(34-2]3F £t
[(#4-2] W7+ 2EZEE 8184
B AL
5 qol 2o | T )& | Cronb
23} (24 | ach's
= A=A | gk
H|-&) a
iy A2EHEH] SHlE =710 796
o] AERERA ARe] 23} o 754
AAL 5 2Als D=tk ’
5 | HlT 2R EA miEAel TEe =
" g 092 18.292
a] : - 4.207 .894
| e SRR A §7E S5A . (18.292)
30 o 59
i AEEPES IS FURith 626
g AEHEFA Adve 38S &
513
7Tk,
W] ARy A E QlEd ¢
.685
ksl °]°F71 |
Hge] AEERE ARl W= 588
olopZ|7} qlrt. ’
o] AEERA IfEst 29 oy
E4= oloffd 4~ ik '
e axedee e ddEom
o 551 17.217
T | AR Aotk 3.960 (35.509) .880
A | Wi 2EEE2 Higls THIE & 556 '
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Hge] AggERe 29 WHEIES
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715kA 2tk
o] AEERe et 294 Azt
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Hwe] AEgEHLe 7[Ho] Zolx]A gt )
=3 '
7o AR A4S A g
2 2] S = 17 38 15.903
t} 3.636 875
A - (51.317)
o] AEERLS 4o 88 Fot 732
Hwe] AEREge PERS 7| s
733
c},
o] AEFEYe of2 2|yt Hlwa]
470 it -
Hire] AR Mg Hiof| o]zt
Qlct. .682
o] AEERS 349 ofgels 7
=} .588
Zro] FAIE gl 9l 15.493
e - 3.563 .893
i He] AEEEHLe e k| 2 151 (66.809)
° | sz A, ‘
Hie] AEFEYe Au]A o] A
.665
Sl Jo] Zjo7t ek
Hire] ARFERe S HiLo| Zjo|E
683
Zt
KMO =.958, £2=5835.798(P=.000), df=253
***p 001

422 1A WEO| B 9 e A

KMO= 9312 ueht 2 A7t acl@2Ae] Aet Aoz #4453
o Bartlett®] F+dA AA A}, 22=2054.617, p 0012 Fol¢F 055
71202 FootRR QRlEAS shlo Aget AR AT

QRIEAS AAG A, nAREL oshte] gelog FAEglow F
66.649%¢<1 Ao 7 HAEq]

Hr B4y A Z=(Cronbach's alpha)7} 9282 =2

i
ki
2
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o Bartlett®] #+dA AA Al 2?=1798.811, p 0012 Fol+F 055
71l R FostEE QA shrlo] At Ao=w FAEIH

W& A3 AFE(internal consistency reliability) & ZFE=2] ZolH7]
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st Aor EAElom Bartlette] A HA Axh 22=1703.06, p<0012

o4z 058 71Eo2 fosine RURAS s/ Age Acs B4

Az e shte] geloz HAmglon FEA AYEE 67.74%
A Aom gHngd w@ AzE A9 A
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HZE T e AR B ol |
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= ) 813 1920
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4 99
Wt e s w0k AR -
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Wb T s A7 e ge 1
FAG FE P A '
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FFFL001
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= W5 AEYEP O kel S, R4, A4, APdAdo] AT
2ls FF WAE dSote sh7HEdS A5l Slste] oseAEA
Axstant, AvtaE (& 4-7]3 2

o= gAAS  HESH] st BEAMYAAS(VIF:  variable  inflation
factor)®} &]-8|(tolerance)ofl tiste] HAmEIrh AvkAl A
7F 10 oFE YetAY S8x]7t (1 Ho oW oa-aige] EAVE
UTHL TSHA et

ftlo

=

[# 4-7] Wimr2ERdo] nARZ n|2]= IF

HEES AS | ZESHS FAYEAF
g t p
B SE Vo TOL VIF
A=) 254 131 1.940 .053
o)y 046 .047 .050 981 327 .343 2.912
184 277 053 253 52337 | 000 | .373 2.681
74 268 .047 296 5.645"7 | .000 318 3.141
AP E A .308 046 317 6.652°"" | .000 | .385 2.597

R= 819, R*=670, adj.R*=.667, F(p)=191.653(p<.001)

2~ A . 3k %k sk
aZ& W 7 rE, ***p5 001

2 dFe] 24 Ay W4eE9] VIFRS 2% 10 olskE YEA, o84
1 IA Yeb7] "ol tEsaade A= B e o=
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A71gae] glol Hholw, HF A BAL AT 4 Qi
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4 e e
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=
A (RS 6702 YeERGT B4 AAlRE A3 29 Fato] 191.653
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=134, p 05 SNSTHZe] FAHCR [ogt H(+H)< JdFE
e Aoz BALQIth ZA(5=.259, pl001)E SNSFAL EA
Hoz fogt Ao JdFS HAE Aoz EAHgen AR
=226, p<00DE SNSTALLo] TJTAHeRE {FoF H(H) FFe
A Aog BEAEGTh ES Aol SNSTEHke 7MY & 9T

olef 2 AYE Fole Wiw AEHEHS FulY, ARA, A4, A

™
245 BYAC] SNSTAYETL Robts Ae AP 4 9

[ 4-8] WaEeldeo] SNSTALIEe] HAE 3

HEZ3} A5 | ZE2IAS TRAAS A
%ZF t p
B SE Y TOL | VIF
A=) .081 .180 453 651
Sul4 235 065 215 3.638"" .000 343 | 2912
184 172 072 134 2.376° 018 | .373 | 2.681
A 275 065 259 4.234"" .000 318 | 3.141
P A 257 063 226 4.0517" .000 385 | 2.597

R= 741, R*=550, adj.R*=.545, F(p)=115.073(p<.001)
a.ZEHE ONSTAE *pd 05, ***pd001

4.4.3 174 E3E SNS FHE9] AHEAS
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o
=

o
=

SNS-4 o] &= 7}

g (+)9]

o X
=T

HH

IFL
.007
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[E 4-10] ZujAo] SNSTHH Lo tjx]= ggFo] tfet 2|44 7kx9 24 a3t
o H| B &3} A5 | 2SS
7;] 5 . p | TOL | VIF
B SE Y
(AF4) 3.650 | .029 123.949"" | .000
1 ZoA 727 | 042 663 17.264"" | .000 | 1.000 | 1.000
R= .663, R® = .440, Adj R?= 438, F(p) = 298.053(p<.001)
(AF) 3.650 | 022 163.914™"" | .000
o4 227 | 044 206 5206 | .000 | .536 | 1.865
2
AZtE 742 | 756 | .045 670 16.898"" | .000 | .536 | 1.865
= 825, R? = .680, Adj R>= .679, F(p) =285.553(p<.001)
(&) 3.661 | .025 146.699°"" | .000
k| 218 | .044 .198 4.893""" | .000 | .514 | 1.947
; AZE 744 | 764 | .045 677 16.820°°" | .000 | .521 | 1.921
Zo)A x
-.035 | .035 -.029 -.991 323 | 956 | 1.045
225 71
= 825, R* = 681, Adj R>= .679, F(p) = .981(p<.001)
a. 25 SNSTHE, **p 01, ***pd 001
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2(R* =.680), @A 3(R* =682 ZXF4 Z7IEI QojA ESHHESF] AR
Sujdo] FE5HEQ SNSTHHL Lo u|z]l= FF2 A ZH 7|7
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A 2R’ =.673), &4 3R* =.676)02 ZFH Z7} =1 glh 19A oA
~EdEdo] 7H(F=.678, p<.001)°] SNSTHZo] Folgt H(+)9]
FFS A= Aoz uegon, 2gAllA  ZA(8=.183, p<.001)7}
A2 (8=.677, p<.001)7} SNSTHHLLo] EAHo=Z KoJgt A
(19 FFE "A= AR Uetyth 3uAlA Ead FsEg(p
=-.058, P<L050] FAHCZ [t A+ FFS HAE AR E
Awlo] ZHgo] SNSTHZe] wx= FgFol dhs 24" 7Hx]o] x4
b Qe Aoz EAEQh o]l SNSTHem] uHxlEe o

St AMEE[E 4-12]3 2t
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(& 4-12] /o] NS o] A= Gl digt A4 7hA9) =2 aw

= v RES A | BES A
ik t p | 7TOL | VIF
Al B SE YV
) 3.650 | .029 126.290°"" | .000
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3| A \
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SPHaed 2Edg o] apEdo] SNSTHAES &= vld of Az
H 77 22307 A oFE dotiET] ffsto] TA 1A HHg

 2EFEY o] FEHHSQ S
SARA = SHHSR AEER O] AT 2ERSE DARA =
Mol 2By AEAgY 2EHS] A7t vhx 9] AsAgRises Ut
Sto] FEW4Ql SNSHAL Lo A= IFS AHHEYTh

O A: 2843 9Ae] ddEel R o HistE HE, A
IR* =.424), @A 2R* =.669), G4 3[R =670)22 EA=}. 19

oAl AEZEHY IPHA(L=.651, p<.001)°] SNSTHLo]| ulx=
3 i
1 2ZkE 742(B=.702, p<.001)7} SNSTH|Le] mA o

ot Aoz yergt 3dAolA 2EaT AS#8(4=-.028,

P).05)0] SAHOE felatA g Ao BAHh ANEE(E 4-13)7
T

(% 4-13] AEAo] NSTAI T w7 Jgo] the A7 73] x2as

ks Hl w25 A | 225t A
W e il 3 PR ¢ p | 10L| VIF
Al B SE Y
=) 3.650 | .030 122.2157" | .000
1 2 A 742 | 044 651 16.710""" | .000 | 1.000 | 1.000
R= .651, R? = 424, Adj R?= 422, F(p) = 279.212(p<.001)
(AF2) 3.650 | .023 161.170"" | .000
5 ZE A 176 | .048 154 3.691°°7 | .000 | .499 | 2.003
AZ4E 7k | 792 | 047 702 16.788""" | .000 | .499 | 2.003
R= 818, R? = .669, Adj R?= .668, F(p) = 281.852(p<.001)
) 3.661 | .025 144.472°"" | 0.000
A} A 168 | .048 147 3.4717° 001 | .484 | 2.065
3 A2 74 | 799 | 048 708 16.736""" | .000 | .488 | 2.049
2 A X
-.033 | .035 -.028 -.941 347 | 968 | 1.033
22+ 71

R= 819, R? = .670, Adj R?>= .668, F(p) = .886(p<.001)

a2 SNSTAYE, **pl 01, ***p<.001
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ABSTRACT

The Effect of Menu Storytelling on Customer
Satisfaction and SNS Word of Mouth Intention
—~Moderating effect of perceived value—

Kang, Kayung—A
Major in Food Service Management

Dept. of Hotel, Tourism and Restaurant

Management

Graduate School of Business Administration

Hansung University

The 21st century has passed the age of information and knowledge,

and the central trend is changing to knowledge and culture. Now, the
storytelling of products is spreading to the entire cultural space where we
live.
In recent years, the advertising industry and companies are considering
storytelling as a representative marketing technique in order to increase
the effectiveness of public relations, and as it has started to emerge
prominently in the food service industry in success stories, the food
service industry officials are also interested in storytelling marketing
Increased.

Now, the food service industry is changing into an era of storytelling
that feels, shares, and thinks based on perception through emotion.
Therefore, in this study, we intend to effectively and practically explain
the effect on customer satisfaction and SNS word of mouth intentions of
eating out consumers who have experienced menu storytelling by
introducing storytelling to the menu, and theoretically analyze it to prove
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empirically.

In addition, in menu storytelling, consumers tried to understand the
causal relationship between customer satisfaction and word of mouth
intention, that is, loyalty and revisit intention.

To verify the hypothesis of this study, tourists who visited Gyeongju and
experienced Korean food menu storytelling were selected as a sample of
the study.

The data collected based on a total of 382 questionnaires finally
adopted were analyzed using the SPSS 23.0 statistical program, and
finally analyzed and confirmed the measured data and verified the
hypothesis.

As a result of the study, first, it was analyzed that the interest of
menu storytelling did not have a statistically significant effect on customer
satisfaction, and the wuniqueness, sensitivity, and differentiation were
analyzed to have a statistically significant positive (+) effect on customer
satisfaction.

Through these results, it was confirmed that the higher the uniqueness,
sensibility, and differentiation of menu storytelling, the higher the
customer satisfaction of eating out consumers. Among them, the
difference was found to have the greatest influence.

Second, it was analyzed that the interest, uniqueness, sensibility, and
differentiation of menu storytelling had a statistically significant positive
(+) effect on the word of mouth intention of SNS.

Through these results, it can be confirmed that the higher the interest,
uniqueness, sensitivity, and discrimination of the menu storytelling, the
higher the tourist's intention to word of mouth on SNS.

Third, it was analyzed that the higher the customer satisfaction of
tourists, the higher the intention of word of mouth on SNS, so the
hypothesis that customer satisfaction would have a significant positive
effect on the intention of word of mouth on SNS was adopted.

Fourth, it was analyzed that the moderating effect interaction was not
statistically ~significant, so that there was no moderating effect of
perceived value on the influence of interest, uniqueness, and
discrimination on SNS word of mouth intention.

It was analyzed that the moderating effect interaction had a
statistically significant positive (+) effect, and it was analyzed that there is
a moderating effect of perceived value for the effect of emotion on SNS
word of mouth intention.

Based on the results of this study, the academic implications are as
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follows.

First, by taking a conceptual approach to customer satisfaction and
SNS word of mouth intention of Korean food menu storytelling, it was
possible to establish a theoretical foundation for related research fields.

Second, the relationship between interest, uniqueness, sensitivity, and
differentiation in menu storytelling through empirical analysis of a study
that verifies customer satisfaction through Korean food menu storytelling
is a competitive advantage compared to other regions And will provide
differentiation to your marketing strategy.

Third, it has the implication that it was revealed that it is an element
that influences the SNS word of mouth intention through interest,
uniqueness, sensibility, and differentiation as an element that composes
the menu storytelling through the research results of verifying the SNS
word of mouth intention through Korean food menu storytelling.

Fourth, it was verified that customer satisfaction and word of mouth
intentions on SNS influenced the Korean food menu storytelling.

This is an expanded concept in the existing research, and has the
implication that the Korean food menu storytelling has an implication
that the influence relationship on customer satisfaction and SNS word of
mouth intention is close.

Fifth, through storytelling of Korean food menus, the effect of
controlling the perceived value of the SNS word of mouth intention was
tested.

In the study of menu storytelling, various tourist variables have an
influence, and at this time, it has an academic implication that the role
of SNS word of mouth and perceived value that influences menu
storytelling was tested.

The practical implications are as follows.

First, differentiation is desperately needed to ensure that tourists
visiting Gyeongju are satisfied with the storytelling of Korean food menus
and have perceived value so that they can have word of mouth on SNS.

Second, since modern people these days have a lot of willingness to
talk to other people through word of mouth on SNS, it would be
desirable to induce them to become positive menu storytelling when they
experience menu storytelling. Basically, it should be good, and you should
take pictures of the menu, do plating that induces interest and interest,
or be competitive with special and fresh ingredients in the menu.

Third, in order to positively induce word of mouth on SNS through
Korean food menu storytelling, we provide special local food to tourists
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visiting Gyeongju, and use the origin story of the food to satisfy
customers. It is necessary to induce tourists to make positive word of
mouth about Gyeongju's menu storytelling in their area of residence.

[Keywords] Korean food menu storytelling, Customer Satisfaction,
Mouth intention SNS. Perceived value
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