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B, AR7t2A AR 5oz A3

[ 3-1] A%l g 255 F9

T & AE WL Mo 24 Ao A+
o AW R7E R A
q = g e
o Fuj A7} AE 5 R
EZUE & du 9s. E3 e R ! Doney and

e Fuxt IAQFE | I AEEY olnAE 4 | Cannon(1997),

e 4] vhofste] Al | #EA dEbd 4 9= | Hampton and
o AL HAEA 1Y | e Dorthee(2002)
A2}’ 5y
s AE7kE=A ARSI
AFE A

FARE BABANA Az vEsrta =E AXGEE TaTh FA

=i
=
, S5, 24, Ads, Hn, 58, SAA4H

ol
)
&
£
N
>
do
D
=
0>~
)
e
o M
2
4
D
=
2,
5
e
=N
ul
S
E
N
)
o}
=
L
D
rO
>

A3 (perceived similarity)-& ¥ 3t} Evans(1963)& 317 o
A W AAH FAET L =7 dxE R ) Eke A ™
frAadel o weaE WAk ke #AVE FA yEebdthal saiTh
Tan(1981)¢] Aol &t thelAA A Faike] FAMI L A A
S 74t 313l Williams and Richard(1987) % tt& wE =71
o] FYstrh FAHdol B W 2 AdE aHolga gtk
SAP L [F 3-2]8F 26 Crosby(1990)2] <79} 2F%(1995), 471
(1998)9] SA=TE 2 A7l 5tA A4S AA- AREsisT
R B A e A PNl i ) R i Rl B i e | Bl ) | PR i
of WY, ‘Wbt BRI} w2y, ‘duixpel AV} H=R SR &

d
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[% 3-21 A OF =4

14 A9

T 2 AE W& WMo xAA A o) AgAT
o Bujxfe} TAIFoF W
=)
o Fujzlel AW, 7E Croshy(1990)
i AdANA A Z A
H| 5= %) Evans(1963)
it =71E 1A

FAA | e A A A8 n) g T & (199%)

B, &%, @4, de),AE

o Bujxpe} &R IF WS i 77199 (1998)
o] H]Z=3,

o

o Wufjxje} A7} W]

@_

He2H(1997)2 ARG S WA rF e &5 wotetal A}
it o £ &5 &5S Fdste AATHE FEsiHe Aty
g soltfetar goJatdtt o] AS st AR FAHLS AvAE LA
o2 A3l AFE FF5ta HAE FA s AT BAE xS
= A A ALILE oH| sk

2+ dAFolA e [F 3313 2o AAXNFYES ‘aNe &5 B FE 2
slobstal AAAET ¢ aydoz olE FEZAFoEZH 7|4 7Y
EREE A= Ao A3 i, =A== Croshy et. al.(1990), Saxe
et. al.(1982), ¥rd-7(2009)e] HE& FASI] ‘dAuixte] HId F&EH
T ANk Qg ERE ) ‘uAE T S TS AUlAE 9 F
e oy, ‘AU 22 78 dE 58 A AT
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"ol 54 AFe SA% #-dsto] anjAEo] FHA R =7A H=
L7 (needs)H &1 (wants)=A] Al AME3 ## ko] Av|AlEo] YT}
A By Zldio]th(Peter and Olson, 1987). Keller(1993)+%=

Hels AnjAbEo] AFolu HAdol Fofsks A shA e ojv)Eta
] aulAEo] AF F2 AMHU|AE ol &3HA AA H=

% Ak Zlojth HWelole Aqtel wat oy
7HA B e B Aol = Keller(1993)8] 7154 o)
Gwinner et. al.(1998)¢] iL74& Ho o] %%

BAl 754 HlL Keller(1993)2] H42A4AE, 143 HY =l
S Gwinner et. al.(1998)¢] AL e} o] &7] E(2002)¢ HAEE o] &3}

GE 3-5>¢F o] ‘WEdES Yo &7 FHA7 Uk, o] B 1
],

ARG A FEACTE, HEAT A gAY At e
Zu, C AEo] yollA w1y, AR oz dwEAHA A ‘T I
A Bow ZASAT
[% 3-5] AEAel da =44 Ao
T ® AT WE Mo 244 49 | HIYAT
1o 8z Keller(1998,
CREY ST FE
WPJJr 3 ljﬂ iﬁ] 2
e AT AH]| 29 F
. Tl azg Aem B |oe 5
S
g o] zn|RS o] A3k | (2002)
GRS | e gAY Auze A
Vo] Lo A S = T84S HA oy | Gwinner,
o FFEo =
L? . 1 714 Gremler and
o Ub=2 XH| A % =L
= i Bitner(1998)
o o FE AF

Aaker and Keller(1990)2 2= Ad-s Bal=9o #AAd F2 o
Hlze] A Zbolgh= Jld o2 AHostdorn, A7tE #F4deo] 2 HA=EE
S gl ddeEsHY v e gt

and Parasuraman(1996)< AW A&



el 7AA S deis @A xEd o
of elEatAl drkar whelal stk HIA=wAol
al.(1993)3 o] x| ¢ (2010)8] HE=E & <Al

3-6lel Aok 2ol Thl waAre] A AT UL

5 B A% W8 e 247 Ao AT
- Aaker and
« ASAbe) FEEA
Ha=ek  #¥d Keller(1990)
s HHE §-A -
E_%HEUS]}B] %“@oﬂ ﬂ]iﬂ' .}J\_H]X]' Yoon et
e B QAR
- 9] =)z+ al.(1993)
o FERA AEA )
°] A & (2010)

)

who] Jidel] dEiA = A R gekstA YA o dnkE e

A sl wpel e AL A T|diel AMSA Adike] &=
AAE vashE Oliver(1997)9] A7-¢}, A3 Au)zo] tigh & - vi<}
2ulAgdel 7] xs dAdby HrEE A9t Verhoef(2003) 17 Z1g]lal o
Aoz A3 Liu and Wu(2007) 9 Al AH&¥ SAHEA
of BtA FAT AREEATE ®EFe g AL (&
3-713 Zol'AHE vy, ‘wujd e o] W Aol fgk v S

ChE AL o] A mE CpEst Aulse] gid Avd wEE
i

¢H
rlo
021:2
K
=
o
o 2
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[ 3-7) w%ol O 254 3]

T 4
ARG 7o

S EEREE
R EC R s

ceb BEA O] o w
g ES AN W

S M 244 4o | ARAT

i

HE4E A8 2~ | Oliver(1997)
o oigt FFule} A& | Verhoef(2003)
nAHe] 7]Z%3 A | Liu and

WA BE 9] Wu(2007)

A= AR ool weAdd el e F4l(Morgan  and
Hunt,1994) 0.2 A& 4 glow, o|= Autate] &2 A

Tl FAHY A VUsF %z
o wEbA] A E = Aulas el fE FA gl ek e
ojwgtu}, Alg o thdl =A-& Morgan et. al.(1994)¢] &+

AT AEE 2AEEL A oW @ 4de WA Ao
[ 383 el Azt Qi Bulge At we waLy, A
uPI AL ABSHE ug Aust 1
A7k hEe A Releks A7} AT Soz s

&y
2
L)
ot
ol
30
=
N
L
kT

o
ok

[¥ 3-8] M=o d3 x5 Ao

T i AL & Wy z2A Ao el ot
s FujxtE AZASL P& Morgan et.
2> o) S
T U= A2 Aapre] me al.(1994)
s AR = BE 7hE Croshy et
Aak gAdel  oig
e AYREFA HE, Au]~| al(1990)
21 = LR S R EaR o el
o i3l e AlF B Kumar et
gsk F43 A&
o Mz} A E o AFA i al(1995)
ek sr7e) gal
e AEFAIE FEHE A A8 (2009)
Z Aot Al
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Wk GEVES e #AAEG ek HAlA EE
23CHDwyer, 1987). Kumar et. al.(1995), Morgan et.
gytev kel A4l #AVE 2 #AE FAEEY
S vgs wF Fe3iga Ui Aolgkar 319 Y. Garbarino

et. al.(1999)2- 7|4l whst Aol EJ& A& 22 Ale4d ofzi
&= e

=Tl

= %) (commitment)=
22

al.(1999) % Kumar et. al(1995)e] A--ollA AR-&% /\4‘3?5”%2% oA =
ol AT ggtel sA FAYJ [F 3-9I9 o] U= At =
B3 ALeE A Aty 48, Uis o] BEIAL] o Fg 7HA]
Atk ‘U= OB BT o L FES AT I o] HPF
Aok AR Aoy, Al BHAARE BRlelAl A=, © A BEARe]

3} /\_:_71’ zo=z Z;Go]_ ];]_

K

[3£ 3-9] &l g =24 A9

T & AT W& W] 224 A9 A A+
o] HIPAS} AL A
Ak
) ) 1 1 Moorman et.
o Al BHEA tigk ofF | thE wITE 9}
] al.(1993)
o Bl BAlAM W FE | AHAQ] #AC O #
Gabarino et.
=9 | 24 A AL A AL FAst=d Hd
N . al.(1999)
e A EEAM di& o | 9o 9§ ud wE
Kumar et.
Aol Al A& F 85tk A
N al.(1995)
e A HIFAL nA O =AM
e
A AHBAFHS HFE Al AWAFAE G BAAFHLOE
Taskal vk AA AL F A A LS Manceil(1980)¢] o] B& 7
2 3 Dwyer, Schurr and Oh(1987)17-, Zg]a #x](2002), A2
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(2009)5 0] 7HEF &S ol Aol HHel v A, wekdto] [&
3-1013} o] AMAFAELS Aol F7, AAAN T, L& e
A b oz FA4 oy, BAXFdL ARkt BATA, A&
A AN A, mEA aER S48l

72 HE e wre) zaH Ao | AAAT
. Aefole] =7 o) A=
cANAY 27 Bosd waow
A e A g Dwyer,Schurr
cad B Ade | A4s: A4
A ) ) and Oh(1987)
ot 3 SBERE
a4A Manceil(1980)
i ol xpope] B ]
43 o siAo) mel kel | 716l %] (2002)
pAAE | © qek A B | 424H2000)
e} %A Ad FA
BAA AE A5
e A 3w

F7hE wakd el (cross—selling) ¢k 73 &8l (up-selling) 2 4 €] 8%
oh wAg Pl el 718} el Ageka Qi AFelv Aws
oo FrtH oz g FEoY MUAE U AR VSN
= A A FF diEte AS w2 Ao A s w7
o)=E ‘o] 7]Ee hstar e BFAE Sl FrhAl AEaE

o =

AR Aol TEddk el w4

A 5 AR A 4R T

o] HEAF 7T oS BT E3stE Ao R gt
=74 352 Ngobho(2003), Liang, Chiung—Ju et. al.(2008)2] <
o2 ‘Us dA 7HdE AN ForA o R v FEVFYE 4
B 7 Aolvk, ‘U A4 e BEANS dfo g ¢ Be
Aoty & 2N F&ES ATl Ads=E A4 FAHSE AN F 2
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= pe A
B ° ¥ E() A &-(%)
g 143 45.0
e ] 4] 175 55.0
A 318 100
207294 46 145
3073941 116 36.5
o1 407494 100 31.4
1l O ~
5075941 51 16.0
6041 °] 4 5 L6
A 318 100
3E o3} 60 189
s st A = 7 2.2
e J=RAEd 29 218 63.6
T gt o] 33 10.4
A 318 100
A% 7NE 242 76.1
. n & 76 23.9
of A 318 100
I 1 03
A4 2 #A- = 23 7.2
T A v 2= 2] 49 15.4
AHEA 199 62.6
24 g3 2 #Ael 6 1.9
&= 14 4.4
Vit N 20 6.3
T2 2 7 6 1.9
A 318 100
3007+ 9 o]t 69 217
301-400%+¢ 60 189
401-500%+9) 77 242
P 501-600%+¢ 48 15.1
601THSl o] AF 64 20.1
7 318 100
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==

B oATE 98 AR SUAEL 318 R Aol glon AF EA

AL e 2ok gy u&e gl 143%(45.0%), o1l 1757
(55.0%)01Row, AE oFo 3 A¥o| 24270] AEFAIL SH3}
Gar JbH ) 76mg o] o} A mlEo|gtal §HlH T AW 200 467 (14.5%),
3001 1169 (36.5%), 40l 100 (31.4%), 50 517 (16.0%), 604 )4 59
(16%)= TN HEGHL diFo] 218W(685%), iLFolst 609
(189%), W3t o]ite] 33 (104%)% vebwth e]ar Suate] AL
ARFA 1999 (62.6%), vl Au) 27 4978 (15.4%), Air@@ el 237
(7.2%), 71455 20%(6.3%), A2 149 (44), FFA4 69(1.9%) <
o2 yeyth $HAe 4 2555 30099 o8 697 (21.7%), 4004
A olat 607 (189%), S500%E  ofa} 779 (24.2%), 600%FY  o]3} 48H
(15.1%), 6005 237} 647 (20.19%) = e

QiAo 24T AR} AFEA AFINE AFea] e F=
A 715 224 Reliability) BPEY A% wolth Ande &
AT} dgs deid A 2485 vt ARE U 9%
A(1996)e NHAE I 24 o] SAULL WiEalo] ZAHAL
W Aurh Quid Qe oA e E fsis el ehan shelth
Bade 24sad s Adely 48 o= AER RusA 248
AL S el dep] A4S dudel B Aoln B A9

dol &g Aot



(Reliability)& <13tz 918 EAwyo= 714 de ALy =

%= AF alphars AANY WA A

i
i

A4 Cronbach’s alpha®A] Al g
(internal consistency)s WENU+= FoEA g HAF doAe] ®4E b
o] T FAH O A AAREIEC THAR] 894E FAHY A=

A& oly A} FE Ao|vt,

WA o 2 AL HEte A 0.6 o]/dolH vl A AEAde] Erhal ok A
AgdEe shye] Hrz F3ste] 48 F v (Nunnally, 1978). we}
Al ke A, AR, AR elal SAbabd e Al=e A,
A, rdl=g e #AAHSA AAFH=H Cronbach’s alpha 3ol
(% 4-2]01 A Hiz npe} o] B 07 oS FHdle] AT AlF

o= ZA7E ik

FUE

olt
O~

T B A7 =3 &3 ALg 3k Cronbach’s a
AEA .
sl 4} g 5 5 943
A4 5 5 910
=y
31742 &4 5 4 924
1) A &EF A 4 3 925
g A 9 6 3 897
o ER SRR 4 3 935
= 5 3 905
uf 74
SPs Al F 5 3 953
=9 5 3 925
F7}t )
Cross/up-selling 4 4 934
uf
2. AR HIA A5

B4 (Validity)ol & %4510 sh /g deb 438 %439

v g ZAR F7F Wil wEt g Bl (content validity), 71
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E}Ad (criterion—related  validity), 7A7/1Y A (construct) A 7FA =

o] B 4 ol oh(aA Y, 1998).

2

)

alo

vl e o

g o
7

ba 97t

G

= Oﬂ
Sl

=
Wl 54

of A A}

=
=

o e wat

14
=

7H
e}l A (predicted validity)©] 2}

=
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Ark & Aol AN
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=
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ojy
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4-313% Zvh 8
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169
220
145
301
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868
867
800
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86.515
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ﬂAlO

130
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075
.899
.896
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178
190
122
297

2.706
30.064
30.064

ol
_ﬂo
ruze]

zﬂ

B3.1

B3 2

B3_3

B1.2

B1.3

Bl_1

B2 6

B2 5

B2 4

A
%54

-
G
T

1_.
X0
0

Ho
il

3] A A3

= gk

o}

4-513 2ot

-
it

[

o
I

= o

L A

)=] o
B4S

]

ook Wb o] 29

_71_



[ 4-5] viZlWso] 2 Q&4 A3t

RS =L E i
(=Sl I = o 1 o 3
C1.3 .878 .240 240
s C1.5 .867 .235 .190
Cc1.2 .841 157 267
C3.5 .223 .870 .313
=4 C3_4 .245 .820 .380
C3.2 .265 .760 448
Cco.2 .230 .402 .848
A1E] c2.3 .320 .393 .813
C2_1 .349 .406 .781
. s A 2.686 2.626 2.599
gijﬂ; " % H- AL 29.847 29.175 28.874
B % 2] 29.847 59.022 87.896

& & of ?ﬂ\?‘r(Bentler and Bonett, 1980) 7] Z5-

Fit Index)= E% 03 1Alolel A& ghozw dwrygow xR =77}

2007 ol ol Al 0901749 #He 7MW F2 Rdow Hridd. =AY

32 42 (AGFL: Adjusted Goodness of Fit Index)®= 7] Z25-3x| 9} w37}

Az ogke] WU 0 1Akolell A=EFH FFEAZl Ao ® AGFIO #

] 0.90]eld o) F3tmrt Fvhar & 5 (A AF,2010). oA A
!

w3 FAFES gAdeR T Ao wel X kel AFE +£Th
= FRE7 31 58 FIAFE polvkE dHo] dut wEka o] # 3k
GH-S 3] 98t 4 F A (NFLENormed Fit Index)E 291 &

pal
=
Borl gk st EEFRASE G wge T J)7ey Eie
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a7)e] Ae AL AA W ASz FAEI 9d7) WFolth NFIE W
% 03} 12ko] @< upEbUli=T] 1 gto] 09MTH 2w B Wi wyo 7
1

gh= M VE2E FaL ol XA FolA AMEYE AL
ERwe Ags et 7HEde] W fdAs v $HA al
ATk olHHE wEAV|VF F AAEDE VAT E AT dAE S5
7] S8 dE AR 47F RMSEA(Root Mean Square Error of
approximation)©| tH(Hl ¥ 2| 2009).

o]#] 3k 7]Fol 98] [E 4-6]014 iz mpe} o] visfH o] 3t =y
o] AFPE AFE x*(Frolxdo] FAF)=(74.516), dL(AFE)=(24), p#t
=(.000), GFT1=(0.956), AGFT=(0.918), NFT1=(0.974), CF1=(0.982),
RMSEA=(0.08D)% %¥ AF% A= 097 A= 74wy =2 43
£ Holi, RMSEARE A% 7] 0.0570.08° +H3lar o =3 4
T ' Foolgta A 4 gl

A

< ¥ 4-1> vy el g 2

|

H

xt
i
_

-lﬂ

93 2¢

Mz
i)

23
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[ 4-6] M7 W A =g 2=

Model| X* DF p GFI | AGFI | NFI TLI | CFI |RMSEA

219k 74516 | 24.000 | 0.000 | 0.956 | 0.918 | 0.974 | 0974 | 0.982 | 0.081

8 < H E& *E S.E. CR. P
C1.3 — = 1.00 94
Cl1.2 — ie=s 0.93 0.82 0.05 20.07 0.00
Cl1.5 \ = 0.92 0.87 0.04 22.63 0.00
C2_1 — 2= 1.00 0.92
C2_3 — 21 1.01 0.94 0.03 30.19 0.00
C2_2 — 21 1.02 0.94 0.03 30.06 0.00
C3.5 — &9 1.00 0.90
C3.4 — =< 0.87 0.90 0.04 24.29 0.00
C3_2 — =9 0.90 0.90 0.04 2394 0.00

3. BAPNFER

sele pomdel AL FAs A FEEAFEY

o
(average variance extracted: AVE)S 24319 Th Bagozzi and Yi(1988)
T HHEAFER(AVE)e] 05 ool FHFeetdAdS zhevhal A4 st
Ark JAd AFEnE durdoz (07 oliold FHEHEFIA(convergent
validity) 3= W3 94334 (internal consistency)e] @dvlal & 4= low,

0.670.7 Ato| & & 71587 E soh(mwE, 2007). AAAoE AFaQl

y
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= 248 B o [E 4-8lolA He wiel Zo] RE WS FJTEHT

S|
I FEErEd o] SR A Ht

[ 4-8] 2914 259 PFPEAFEZA A A%

e | =49 | mesAT | @ AVE | Adasx
AL 0.90 700 0.943
Al 4 0.90 24.49
A Al 3 0.86 22.20
Al 2 0.87 22,62
Al 1 085 21,52
A2 5 0.88 603 0.910
A2 4 0.90 2213
WA A2 3 0.80 18.00
A2.2 0.78 17.49
A2 1 0.74 1577
A3 3 0.90 661 0.924
gy | AR 0.87 20,57
A3 4 0.92 95,52
A3 5 0.80 19.00
Bl 3 0.88 2131 826 0.925
q23A4 | BL2 0.95 23.96
Bl 1 0.86
B2 6 0.87 671 0.897
AHER B2 5 0.84 1863
B2 4 0.88 19.56
B3 3 0.84 751 0.935
Bd=wEy | B32 0.95 22.94
B3 1 0.95 22,88
Cl3 0.94 72 0.905
e Cl2 0.82 20,07
Cl5 0.87 22,63
2.1 0.92 823 0.953
e 2.3 0.94 30.19
2.2 0.94 30.06
C35 0.90 666 0.925
29 34 0.90 24.29
€32 0.90 23.94
Ca2 0.94 372 0.934
N Cal 0.93 2063
e c4.3 0.83 21.87
C4 4 0.83 2174
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L BAAZE, AAAE 249 34 24

[3£ 4-10]AAAA 38 A7 @l i, %
A A HA A ¢ A A g

T i ¥R H] & FET H] & ¥R H] &

(g) (%) () (%) (g) (%)

R 143 100 90 62.9 53 37.1
L 175 100 107 61.1 68 38.9
207294 46 100 17 37.0 29 63.0
3073941 116 100 64 55.2 52 448

A | 4074941 100 100 69 69.0 31 31.0
5075941 51 100 43 843 8 15.7

6041 o] 4 5 100 4 80.0 1 20.0

3% o]3) 60 100 39 65.0 21 35.0

aS | thel A st 7 100 5 71.4 2 28.6
sz | d= 218 100 129 50.2 89 40.8
skl o] 33 100 24 727 9 97.3

4% | 7E 249 100 162 66.9 80 33.1
g | mE 76 100 35 46.1 41 53.9
3009 ols | 69 100 31 449 38 55.1

e [301-400%9) 60 100 38 63.3 92 36.7
. | 401-500%4] 77 100 5 71.4 22 286
=T 501-600%H9) 48 100 34 70.8 14 29.2
6017FSl o4 | 64 100 39 60.9 95 39.1

Total 318 | 1000 | 197 61.9 121 38.1

[ 4-10]el A W= npel o] A F 318" & AAAGF o=

T Y-S 197 e E HA9 61.9%F AA|stal e, AwAE AL
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T 248944 (df=109)0]3 EHo &S 9% X E GFI®F AGFI9] %9
A= GFI=0.874, AGFI=0.824, RMSEA=0.081% $&% 5 &= 71+
4 v o tgixr e AFRE Holx duf. 1#} CFI=0.949,
NFI=0.914, NNFI(TLD=0.937=4] 7]EAHt & AFE=E Yehdar 3l
of ¥5% mFPolgbal HrFE & Ak I e TMAEAR T 6707F
FE 0.0500A4, 177} el 5=E 01014 fro e Ao eyt

[3 4-12] AAAG ZFoNA s 3] A AA +4 454
= FAA S.E. CR. p T
Hl: SAvf#a<l — == 0.35 0.15 2.67 0.01 A
71989 — m= 0.95 0.23 3.85 0.00 A
H2: A a9l — 4= 0.60 0.16 416 0.00 A
71989 — AF 0.25 0.21 176 0.08 A
H3: #vj#29l —» =) 0.09 0.15 0.64 0.52 712F
719890 - =4 0.30 0.17 2.51 0.01 A
H4: 215 - =4 0.92 0.09 0.41 0.00 A
H5: A®  — F7ptv) -0.04 0.12 -0.41 0.68 712
H6: =94  — F7kv 0.85 0.13 7.86 0.00 A A
X*=  248944(df=109), p = 0.000
LRI A GFI = 0.874, AGFI = 0.824, CFI = 0.949, NFI =
0.914, RMSEA = 0.081, NNFI = 0.937

[ 4-12]9} Zo] [7HA 1]ellA F43 ezt 8 (ARA, A3, a2
) ZIFeNAEFTAA, FEEe], Hdegg)o] v A(+)e]

n @ Aolgte e FAASIE 22 035, 05554 p<0lelA]
Hdagle] Az dFs

1571 Zk2) 0.60, 0.25% a2 218 pl 0l
Al A ER o™, 7148 R1E pl0GFEAAE YA E Y pllol A= Al

Ak [7HE 3lel A Fs ARkl Tl ajle]l =l e v

e
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N AT R

AX?
3.74

RMS
EA

109 | 0.000 | 0.874 | 0.8624 | 0.914 | 0.949 | 0.081
FAH A

b

CFI

NFI

g3 por

AGFI

o]
I

t}

GFI
- 83 -

1}
so} 9tk a@d A

]

s ar gle} 7hde] A g At
A

2R

df

106 | 0.000 | 0.877 | 0.823 | 0.918 | 0.952 | 0.080
o Al

=
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oA whFo] Efell FFe wE Aol [FM 1012 £4A A9 H
ATh ol AS BAAG B Ee] ARAEF LM = 202 HA

A NF el Zole] BEAA R §o5tA TR Hx &gy wiEo|t) [&
[ 4-15]01M iz wpep o] AR A A=t =92 3t
o AROR Fole AR UEgth wEhA Esie] AHNE o B
il

Gol7] Wl AFeh B9 F AW BAe] Agei ¥
o
AR

A5
A k= . T’
C3.2 0.858 0.272
=9 C3.4 0.857 0.244
C3.5 0.847 0.214
C2_2 0.859 0.284
e C2_3 0.827 0.370
C2_1 0.814 0.396
Cl.3 0.315 0.885
= Cl.56 0.279 0.870
Cl_2 0.273 0.853

z7] Iw# 4 A AAH

AA 264t % T4 A A %64t %4
1 6.084 67.598 67.598 4.529 00.326 00.326
2 1.268 14.094 81.693 2.823 31.366 81.693
3 0.998 6.203 87.896
4 0.319 3.939 91.435
5) 0.207 2.299 93.734
6 0.173 1.922 95.656
7 0.164 1.82 97.475
8 0.131 1.452 98.927
9 0.097 1.073 100

(3 4-14]3 [ 4-15]3} 2ol Aol E9o] 2ol e =X
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Anderson and Weitz(1992)+ =919 A& #AAFAE A3l @739
B AS A4y E o)X gkar 89 AL, Mathieu and Zajac(1990)% =&
T A e iR d8d vheAdE E7)ske Aolgkal kit wh
A 1378 A, Al A Aol g ARA S RN E FUIA

2 AEVE ZojA = BAR AAHA F7] wio] AAE EHoA =
W AlERbo] frejek ¥4 ®ivh HATh

<Y A4 > ARAZ 34 A7

Mo ootk oR 2 1 M %

T A= 12) A AFH) %’43}04 <E 4-16>3} 2ol
Ntk A 2R A5 ARNGH DAl FoP Gge
W 2, Fohruele] @AE e dEsa A o wyel 4
2 BAY A3 % 86336(d=T2)0] 3L mde] £ 99 AEel GFI
AGFI9] 3te] A= GFI=0.910, AGFI=0.869, RMSEA=0.0412 4F=3t
# rzolold HA mPoR Bud & vk =R 4719 HEAR F
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[ 4-1719 A oF o] AF et F7btmf Atelel] F7p4Q1 B=E 71zl 7]
nyge 2d Ang NAANA Fev drEgy R

A=k 3
::4 zke] 7k 0.2060. 2 o4 95%ol Al frogk Apo]lE HojFA KEhar
o]

/‘MX] A?}E‘r. E}B}H 7}*é°ﬂ*1 o 3o = 74EHX1§} A2 qEEo] F7}
THE AAste wrfgEE dvke APEde] oe spE & Ay
AT

E

ATIANA G AN A ] ATy 7] Eege] wo] i 4

2d x* df p GFI | AGFI| NFI CFI | RMSEA| Ax?

A2 |86.336 72 | 0.000] 0910 | 0.869 | 0.897 | 0981 | 0.041
0.206
7122386130 71 | 0.000| 0910 | 0867 | 0.897 | 0.980 | 0.042

b ARA G AL
= M 121 AAH A
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ABSTRACT

A Study on the Differential Paths of Customers’ Type on
Additional Buying in Insurance Industry
- The Comparison of Customers Acquired through Indirect

and Direct Channel -

Kim, Duck Chool
Major in Marketing
Dept. of Business Administration

Graduate school, Hansung University

In these days, the new marketing techniques are developed and
advanced with the combination of individual needs and information
technology development. The new innovative business model focussing
on customers takes the lead in the change of financial market as a
new paradigm. The new business model has been vitalized in the
insurance market by changing from the indirect sales through life
planner or insurance agency to the direct channel such as internet,
tele-marketing, TV home shopping.

In accordance with rapid change of the market environment,
insurance industry is concentrating on customer—oriented marketing for
growth of revenue and profit. Customer needs are continuously changed
and diversified as time passes, and it is hard for customers themselves

to recognize these changes. Even though they are satisfied with the
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product itself, customers are anticipating better services and
differentiated treatment. And if the company cannot come up Wwith
these requirements properly, customers intend to move to another
company without hesitation. Thus, recently insurance industry has
recognized the importance of profit not only by creating new customers
but also keeping existing customers,

So it 1s very important to analyze how customer satisfaction, trust,
and commitment affect on additional buyving to keep the existing
customers.

However, existing research didn't effectively reflect the newly
developed and emerged paradigm, but focussed on indirect sales by life
planner or insurance agency.

This is the time to research different characteristics of customers
gained through indirect channel and direct channel, and it will be
meaningful to study how these differences can be applied to
marketing functions effectively.

Accordingly, this study establishes the influence factors of additional
buying in insurance industry and analyzes empirically how customer
satisfaction, trust, and commitment can affect on additional buying
through both channels. Also, many existing researches distinguish
customer tendency as relationship—oriented, and transaction—oriented.
So, this study analyzes customer acquisition channel and transaction
tendency in order to contribute to future efficient marketing functions.
Following is the summary of empirical research.

Firstly, trust and commitment are the parameter of additional buying
for the relationship-oriented customer, and for the transaction-oriented
customer satisfaction is the parameter while trust and commitment is
not.

Secondly, seller's and company’'s characteristics affect on
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relationship—oriented customer satisfaction. But seller's characteristics
have no influence on the transaction-oriented customers, while those of
company have influence on transaction-oriented customers.

Thirdly, company’s and seller's characteristics affect on trust, and
only company’s characteristics affects on commitment for the
relationship—oriented customer.

Fourthly, satisfaction has influence on trust for transaction—oriented
customer.

Fifthly, trust and commitment are not distinguishable for
transaction—oriented customer.

Following is suggested implication separately as practical and
theological aspects as based on analysis above.

For the theological aspects:

Firstly, this study has different importance from existing researches,
that is, the previous studies ware performed with general situation, but
this study analyzed customer transaction tendency and acquisition
channel separately.

Secondly, this study analyzed the affects of seller’'s and company’s
characteristics on additional buying with satisfaction, trust, and
commitment as parameters. Especially the study divided the customers
as relationship-oriented and transaction-oriented to empirically analyze
the parameter which played different roles according to customers.
Accordingly, this study is meaningful to suggest the expanded model
compared to previous studies.

Thirdly, existing research on trust, satisfaction, and commitment
mainly on general buying, but this study empirically analyzes additional
buying.

Fourthly, it established influence factors of additional buying.

And for the practical aspects:
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Firstly, the study provided practical implication to build and promote
the marketing strategy depending on customer’s acquisition channel by
empirically revealing the difference of customers transaction tendency
from indirect channel and direct channel and the difference of
satisfaction, commitment, and trust’s role.

Secondly, trust and commitment are the parameters for indirect
customers. Customer-oriented, and professionalism have an affect on
trust, and product benefit and customer—-oriented have a big affect on
commitment. Thus, in order to increase additional buying from indirect
customers, insurance company should develop the new
customer-oriented product and reinforce CS training, and product
consulting abilities of life planner and insurance agency.

Thirdly, satisfaction plays important role on additional buying for the
customers who joined through direct channel like internet,
home-shopping and telephone. And product benefit and payment
equity largely affect on satisfaction. Thus, competitive price and more
product benefits are necessary to increase the additional buying from
direct channel customer.

Fourthly, this study provides the direction to build the marketing
strategy in insurance industry by analyzing the influence factors of
additional buying as company’'s and seller's factor, and many
implications are provided practically.

Fifthly, the result can be applied to other service industries which

has indirect channel and direct channel like insurance industry.

[keywords] Additional buying, Relationship—oriented,
Transaction—oriented, Direct channel, Indirect channel, Satisfaction,
Trust, Commitment, Professionalism, Similarity, Customer—oriented,

Payment Equity, Product benefit, Brand reputation
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