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[71H47] A FEE FAMN=FR 394 A nAE 4TS
=4g Aol

[7H48] 5L SAM ATl Aztd Faasdded vAs 9%
S 24 Aot

[7H49] S-S MR AT o4 Aol mAs 9% =4

g Aol

A3A wWee 237 A9

B o G+= Brady and Cronin Jr(2001)¢} o] A, @A o}(2011)e] A nH] =
FA SARYY $74 vug Fxste] & Al A AAEAH, 2
4, B84 34FH 59 APz AAsrh

AAEAGIE Pl A Ao dal AF] GAoh A4
Aol Wie e Fulx el A EAAANAL AAE 7o
Mg Fa) e Aozt o

= gdshe QA4 Brhe o

QA wel EUT @A, Fel A

Fr 1,
o FAlol wAs Aol Felah
(Cardotte & Turgeon, 1988; 3%, 1996;, Brady & Cronin, 2001; Bolton
et, al., 2003; 3=, 2006).

25k FAGeIAE AL Adel AH ol viuik Qejel BEa
7bAol dar, A SRzl tig dirtE FoHAIE A F FIHAH]

o 3 AT NFrERE Yot & dyelAd s SAAG Ad F

rol
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Bt FNTFTFRE FTFREsAddoR 24 sto] AgAolA g
T3S 74 - Besisln

T2 Oliver(1980)8] Aol A Anjzef whel wf gk Ajo]§o|®
EE Bl A FHE Jrrt =& o2 AYste] Gwinner(1998),
Reynolds & Beatty(1999), Zeithaml & Bitner(2000), ©]-+21(2000), A% 2
(2007) 5 A7olA AHEE w3 T4 - Rkl

we 2AWFR AMgE 1 AZAEA 298 Costa®t McCrae(1986),
Goldberg(1983), Cattell(1946) &< A7-olA A9 582 Fx2A0 AAA,
oA, A, WA, AABT FEor A - ekl

AHPEAL FHda3d sl Noordewier, John and Nevin(1990),
Anderson & Narus(1991) 9] dA7olA AH8E HAEAE F74 - Heksto
AT FFoz Aot

A2 Arls FAAdlY A JAEAL Ado] =

o]

9
= 2 s FEEs 2E

EEE s A8 2 5 ¢ J

Astea, AR BY o) F@ Aol7k e TS o€ F
omm BULF AR B 52 2o $UASe] $U wrh e
SES o, HEEIS AH2 nv PR T & =S T

e ) B e L - ) P Al ozt YRR
Parasuraman, et. al(1991), Brady and Cronin(2001), ©]8t2], 714, AFZE

(1999), £333(2007) ol MEF =F= +74 - LAt

oH

W Al FUA9 ‘9 AL 84, B Jush A
g #a vgel vEw cFAke] AAg R AAsA, Ha4e

ol ARe AR, “FAAY ARA, “FAAY BARA S
2 zAe9lon, R4 Aol AdAd 247, “mAd g A
A ool A, ANAA Fewron puadn, [E 3119 2ol &

gkt
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[ 3-1] H4Z2) & 2247 Ao

T 7 AE W& Mol 2274 A9 APAT
o 17 QAN A
o THQE XHEA
e A % Aeel Ao
o TNl AHH
v Z93 AWl 7 | Parasuraman %
o RN A A A
. g #TH L9 J=| (1991) Brady
o AYANZ EF .
74 W ARel AsA A | & Cronin(2001)
o /A EXEN T
=2 B w AR EA ] AR | o]3HA 71
=
) A3k A4, 1A 4FE
. Agaa x4 I -, aAe o | 5= (1999)
I #A, 7 Z333 (2007)
o FAHA AEA e e o) =3
o ¥4 w8 =
e AYZAA v

2% 37 3E 2 S Parasuraman, et. al(1991), Brady and Cronin(2001),
ol A, #0}(2003), ©]*E(2005) ol /MAE IS F£A - B
“a el o] g3yl Heldt o X7, FTHYPe] SRV, ‘R -9

2o A, £97]" 52 W52 sl [E 3205 o] AT

T & AE W& Mo 233 A9 APAT
Parasuraman &
o Hxo HA o] WEekr]el A
= ) . ) (1991) Brady and
o Ao &R g A 24, A
317 Cronin(2001)
- Ao &x, F54k W
S| o+ A, et
o Ak, AAZF T A | R Adel E4
(2003)°] ¥ %.(2005)
A4 7l &
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ANFA L Wulf et. al(2001)¢] Ao wel “Ae Aol g A3
A (reliability) @ A do gk 3170 = AHolstal, Parasuraman, et.
al(1991), olgh2l, A4, A+(1999), =33 (2007) 9 AT+Z234E Fu
sto] “EAg A B9le Aol Aol dig W=7, Aed AL
Adte D33 A A - 5o Ad A W&o B, “TUH 5ol g
Adstal Fel A A Aol gk W53 AlETeal gt [# 3-3]

3} o] A

T & AE W& Mo 223 Ao APAT
A B9 HF5 <
A3t Azl gk o
e A 54 &4 20 gzae Al Parasuraman, %
e ATH 7 1991) Brad &
Ad | e 7?:“ Xé;j] st ®w A (Croni)n(ZOOI)y
. o 3o Agdg B AN
o OFEE AH]Z o] e el 475 (1999)
Adsta FelAel A
o T AE g wae g B 3334 (2007)

FFETAAY 9 & o 2= Cardotte and Turgeon(1988), 3=
(1996), Brady and Cronin(2001), Bolton et, al(2003), “d3]5(2006) S ©
Mt F3E A - BHesto] ‘A A 9o A, “Aufe| djgh

i

FA oy 5Re] A4 o [ 341 el 24
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[ 34] FFEFAdd gk 2214 A9
T AE & Wy 224 A9 A3PA
243 Az B9 | Cardotte &
TFra ol 7HA
A} Ao o3k Turgeon(1998)
7FAa AA 9 Fgd
Lle==Fas Bolton & (2003)
TTE PR g S =) B e ! -
Al 2 FAYH] 44 | Brady & Cronin
44 7+4
" o g9 HAdAl A¥Eo] | (2001)F7=(1996)
Zssa Az
e At Aol ¥ | 48 5(2006)
A4
TAL Oliver(1980)2] Aol A AMujzof] w3k w A 3k/Ao] 8o &

T BRIl A

20% w7t Foldgw

sl n,

Gwinner(1998), Reynolds & Beatty(1999), Zeithaml & Bitner(2000), ©]-+

A1(2000), AEH(2007)9] A= “the AL
F3 A&, A o8 Y
= Asto] [® 3-5]9F

oA AAel i A A<
HAol ht w2 BE o T o4 HE”

2ol 2489

[ 3-5] 7-del g =24 A9
T AE W& Ago] 223 A9 APA+
N o Gwinner(1998),
2 g ;
o e }}u Oj ﬁ] ]Hx_ﬂ Reynolds &
TAMA AL & & 449 F
FARL L R SAHL Ty v (1999),
ERQIoNAl A=F3H | Hd o, AA o]& F . -
T Zeithaml &
ERQlol Al A Q1| 1 Aol gk vk
[e]
771207 4 AE o, meq | 00 A
= (2000), A& =

(2007)
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a7 AHAAEA A W3 dE o &= Goldberg(1990), Costa &
McCrae(1992), Cue(2002), o4, <H41(1996), 24 HI(1999), °]&F
(2004), HA5(2008) Fo] Mg FaAds F4 - Besto] ‘90, 13, 9
g A7 H= JEet Hitel 7717 59 ¥ TE AFESte] (&

3-613 ol Z7shsirt.

AE W& AyYaT

4
M

Goldberg(1990)

o« A3 wo el g, arE o Costa & McCrae
o= - T — o <
A e wjar REe 2AES 717A°l A7 | (1992), (?ue(2002), o]
2 o) 7} T Amsk e | A9, EEIF199%6)
x &S -
0T Fo W3 27, 7] | FHA99), °lF+

(2004), #1%(2008)

a7 AAEAS] Aol digt dH O 2= Goldberg(1990), Costa &
McCrae(1992), Cue(2002), o4, <H4F(1996), 24 EHI(1999), °]&F
(2004), HAF(2008) Tl /N g #3& FA4 - Hesto] “HF4, A
4, Bd4, €547 59 T E A& [ 3-7]3% 2ol F4%

.

T E g Ne Mo 234 Fo ARAT
©oEEEA meel | EAe A HE ] Goberg(1990)
A= 8= skl BRRI9 | Costa & McCrae
R o NEL Al BAE Zaa d= A | (1992), ?ue(2002),
s ARRA | SA, AR, A F | 014 d, _bEr19%)
- =3 AZetm | B, B84, FrA, | TYHA99), o1dF
olga7] Folst | A4 (2004), % (2008)
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A AEA el A g dE o 2= Goldberg(1990), Costa &
McCrae(1992), Cue(2003), ©]72 <%, <471 (1996), <A E(1999), ©ldF
(2004), HAF(2008) Tol MY 3 LIS F4 - meksto] “AA, 4F
T, AAZ7NA, YT 5 v E AFEste] [ 3-8] 2ol 43}

At

ARAT

-
M
(i
M
=
oo
1o
2
2
o
Lo

Goldberg(1990)
Aol gk F o] | costa & McCrae

S
c AR R U ’
A = AA, A=, Wsh ot | (1992),  Cue(2002)),
°e s AE Foldte AR | olAY, (1996,
. A e] 7] 3 _ )
jij Ad A A E(1999), °] B
=714 (2004), 7 €% (2008)

AARAEG] AFAHel HF FEOZE Goldberg(1990), Costa &
McCrae(1992), Cue(2002), ©]7Z2 <%, <1 (1996), A EN(1999), ©ld+F
(2004), AAZF(2008) Tl M g £FS FA4 - Bekste] “gflz |3}t
I ZF3E BAFAT, HxAolw geled thE AAE vieE” 5] sk
HFE AREste] [ 3-9]9F 2ol FA AT

T 8 HE WS Wee 224 Ao AT
Goldberg(1990)
. [e] S
EfQlel o gt gols Hotdm zd Costa & McCrae
=] A A1
a3 2o PSR, WzA (1992),  Cue(2002),
Askgd | o thAsta Y& ol 44, bt
ol A Wy, T
e A3 HER i ) (1996),
Zl o S vl o s
TR AR B3 A= T E(1999), ol P+
(2004), 7 <1%(2008)
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A4 AR 24 R 24

=4 c =’
A3l AFEE = i%ﬂ}ﬁ OLJJr7:ﬂ—r(Clronbach S Alpha Coefficient)ZS ©]&
st om, 93?7}** Aol ok ve FHom FAE AT Adel s

e A Qg EM ?X*Oﬂ MAE 9, A%E FEEF
QGRS A 09

Fe 8RN TN AHgsaon, T4

[}
dE o] vAE Gl matel FARNG TS o] g3l &
HJugat o2yl AI@AE ettt

ke
&~
=
rlo
il
Bl
oo
)
_>|i
|t
o
w2
S
S
oR
o
fru
-
oX,
ol
2

Sl EAEE Wxet

Sy v &2 ool AAe] 57%20 17149, FAd o] HAA L 43%<21 1297 ©
= Yehgd

A2 4075041 wRFo] 987 (32.7%)0.E2 7HE wWekar, 5076041 W R 79

3 (26.3%), 3074041 w|RF 7378 (24.3%), 207304 w Wk 297 (9.7%), 604 ©]

g 2179 (7.0%) 02 vetsth SEAte] A2 AG A/ MAA, *}’%/J?%B]
o] 634 (21.0%) 0.2 7FF & vFS AA sk, FH 449 (14.7%), D5/
A2 4178 (13.7%), &9 3378 (11.0%), Ful/AH] =2 2478 (8%), "E*W]
= 177%8(5.7%), tA/71e 158 (5.0%) .2 e
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X 4-1] 229 A4 &2 (N:300)
A A
TE o FEF (W) H] £ (%)
A g 129 43
o173 171 57
20730 W 29 9.7
30740 W 73 24.3
ke 40750 v vk 98 32.7
50760 Wy 79 26.3
604 ©17 21 70
/A A 41 13.7
A/ E] A 63 21.0
Tl /A H] 2= 2] 24 8.0
. 24 A/ JAA 63 21.0
At/ 74 2] 17 5.7
T54 33 11.0
5 44 14.7
8+ A4 /7) e 15 5.0
1% o3t 94 31.3
N _ AEUE(ATE 84 28.0
N IS Ay 100 333
skl o] 22 73
2005+ 1 o] 3} 33 11.0
20073001k W Rk 98 32.7
AEFE 30074007 W] Rk 67 22.3
40075008 W Rk 48 16.0
5005+ 1 o)A 54 18.0
19l 18 6.0
P 291 60 20.0
39! 100 33.3.
331 o] % 122 40.7
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HEdHS dE 1009 (333%)= 7 Bk, 1E 949 (31.3%), A
T 8478 (28.0%), thshl o] 229 (7.3%) o2 LELGE

7FETAA Y 381 ool 122 (40.7%)0. 2 7Hd wka, 391 1004
(33.3%), 291 6078 (20.0%), 191 1878 (6.0%) .= eyt A& =AE Y 1
9 ZhFaThe 39 o] ATTHA Wgo] ¥2E 4 5 UKLk

9 A5FFES 20073007 9 vIwE 987 (32.7%), 30074007 1 v wk 671
(22.3%), 5007 1 o] 4k 547 (18.0%), 40075007 €1 W] vk 487 (16.0%), 200
w9l o] 3k 339 (11.0%) 2.5 thebyk

[34-2]= F&4 B4 2 AdQIeel i 9y Sz AT
FRE 380] 126W(42.0%) 0% 7 Weka, 3% o4 75%(25.0%), 2%
727 (24.0%), 1% 27%(9.0%) 0.2 b}E}L

FH B 1580 1399 (46.3%), T8 103(34.3%), 259 45%
(15.0%). 358 o] 13%(4.3%)°] 1L, 7%a1 Ao w60 4 Wk 96
(32.0%), #A/32] 9 wwk 917(30.3%), AAI/3 € vl 447 (14.7%),
i 69 A o] 347 (11.3%), A AI/39 € o] 199(6.3%), dA1/3¢ <
o] 169 (5.3%) % Febyk

Fo AYRHL AFEH 2459 (87.7%), FAEH 557 (183%) 0.2
4 Ao @de s wedsa gk

BEA A P AWEY AAYY 389 (12.7%), FE4 WE 359
(11.7%), AAAd 318(103%)2 A4 w2 347%°] 3
He wste AU E@Iser A4 wgkor, AAAA 789
(26.0%), LA 368 (12.0%) 2 AA $5Ae] 65.3%0] 3] FHe},

_56_



[3% 4-2] F&4F B 2 A=l sk A4 524(N:300)
A A
5 £ A
EEF(H) H] & (%)
12 27 9.0
2% 72 24.0
A TR
3F 126 42.0
3% ol 75 25.0
- 103 343
15 139 46.3
HEy F9 &
25 ¢l 45 15.0
35 ol 13 43
A 245 87.7
T8 AHEH
7 A5 A 55 183
o /69w 96 32.0
v /69 ¥ o] 34 11.3
AA/39 Y wwk 91 30.3
52 A4
AA/39 Y o] 19 6.3
/39 gk 44 14.7
/3999 o) 16 5.3
B A = 35 11.7
AA Ao 38 12.7
vl <} A 4 31 10.3
3 104 34.7
4= 196 65.3
F5Aak g 82 27.3
AA A =p 78 26.0
-l =} AA A=k 36 12.0
A 196 65.3
A= 104 34.7
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A3Hd FA=TY AL R BHIAE 2T

1. SA=TY A4 AF

227 (reliability)& SA =79 J&dovt 424 Hel= Aoz
5

2t 7d (stability), & ¥/d (consistency) 2 &7 (homogeneity), o= 7}

54 (predictability) 22 a2 A 34 (exactness)¥ F A3 w7 it A1E
d &AM (reliability analysis)< s93 7ldely s 5HE 54 W
o2 oy ¥ FAsAY & JHA S =R e S3Ys W daA
%+ A (consistent result) & AtEshE Gt o] T

dutdg oz s A BEAE % WHoERE A FAY
(test-retest method), |4 & e ™ (alternative form method), @& o]

H(spilit half method), Z28la1 W& A3 (internal consistency
method)s°] Uk 7Fd durxo=m  Algste W4 dHAdWo=E
Cronbach’s a(Cronbach’s coefficient alpha)#< ©]&3Fo] A3, AlF
Al = (reliability coefficient)S A& 3+t

B A3 WA A4 (internal consistency reliability)oll ©] 7 &} o]
A EE ASstanh. WA dadHeldt sde NdE A7 sk

olg] Ao d&ES o8 A AHNdE Adfsle FES ARG o=



}2)]'

oFo| 4 = Cronbach’s a@te] 0.6 ©]

AT ¥

E} Al A 0]
L= S B B S

Nunnally (1978)+

%

taL, 7]

}2)]'

0.9 ©]
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o ©
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—

NV
Hin
™
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Hin
vzl
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1 23} Cronbach’s agke] 0.7 °] &S

A7 A
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18] o

<

5
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Nr
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..S
1@1369366227
SN S| F|S|Q||o|
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%8434333333
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i
%9544333333
_Z—_l

ﬂ%%
wuéé%xw

XF | N Oiwm o | To | TO | T

= e e | [ e | B R R 0
Jlﬂoﬂl_E@JlAe;ooHoﬂﬂﬁo
ol R R RIS K| %
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o

A A A
i ) ) )
- ol 4r el
Lis Mo N

3 =79 B34 3%

=
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2.

]

Y
BR

—
fite)

Nr

E} A (validity) ©]

7} Wbel wel g EldA (content validity), 715 E}

= BEAz ¥

g 3

ZJ (criterion-related validity), 71 EFEd (construct validity)e] Al 7}

= Uro] ¥ 4 Itk S, 1998).
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X1 7 1.003 777 078] 12.930 = 604
X1 8 1.000 707 499
X2 1 848 .660 067| 12.647| ##¥| 435
A3} X2 2 .1038 853 056| 18.421| x| 727
%;‘5—3] 55 .83
X2 3 1032 885 053] 19.562| = 784
X2 4 1.000 847 717
X3 1 941 573 094 9.996 x| 328
=
37 | X3.2 1.035 876 071| 14.562| #x+| 768 .69 43
3 2]
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Y2 3 988 911 .040| 27.682| x| 830

_65_



L g A=A
M5 B3 Sy | ohy by tCR)| p SMC| AVE | CR
73_1 1.138 861 0.071| 15.966| #xx| 742

0.64 | 0.84
A48 | 732 1.074 842 0.068| 15.681| ##x| .708
73.3 1.000 811 658
Z4_1 910 740 0.073| 12.479| #xx| 547
Q)| 742 1.138 817 0.085| 13.435| ##x| 668 0.61 | 0.74
743 1.000 802 643
75_1 1.056 829 0.072| 14.573| #xx| 686
WA 752 1.197 921 0.078| 15.346] ==x| .848| 0.70 | 0.78
75.3 1.000 756 572
76_1 1.000 783 613
A8 | 76.2 1.162 881 0.079| 14.654| ==+ 777 0.60 | 0.82
76_3 1.037 776 0.077| 13.555| #xx| 602
771 .800 678 0.069 11.600| ##x| 460
NAZF| 772 1.164 933 0.094| 12.400 ##x| .870| 0.52 | 0.68
773 1.000 754 569
x?=225.782(df=80, P=.000) GFI=.913 AGFI=.870 NFI=.908 CFI=.938 RMSEA=.078

uA AAEA 3 =AY HFnE x2=225.782(df=80, P=.000)L.
2 Yehgten, GFI=913 AGFI=.870 NFI=.908 CFI=.938 RMSEA=.0787}
AuA sz ey 58k vk & ¢ Stk

-
oz AFHIAL AARGT, A
=
-

o,

_66_



of Ab&

NJo

o N o x 5
XN & i) .
~
™ 0 % =
= T 70 X =

—_ (]

J— iji i =

Tt o | B S T
! ol = X = S 0%
= A ﬂr T < =} i
wm oL ok W x| i

mxX ¢

S S 5|3 )
~ o ‘Wo =0 — S
N = o RS W
o N w D s | 2|8 o
R B I B
vt i N o] B % % *

o T g 70 ol 2 X c
o X = —_ ~ o~ o~ — — ese}
o W o w0 S| 2 2|3 o
X = o x % | 5| =Y
»ETE || Z2Z g E|: +
~ 7 o— N Py x| < T
XH ‘ﬂuﬂ Ik 0 o O * * * * i o

- 70 X sl alal o|™: H
0 (@)} () o 0
oF X7 %o ey = | = a2
o =T ~ =) S S S H —
o == ® YV = |z 5 2 3|82 T
"rdE T T8 88 B¢ ~
ojy ‘_| ~ \WE ~ 1o
Tz ° K ) P =) <t ™ < N o |3 Njo
e < S — N S o | «F
N = Bl =S|~ |~ =]~ |x T @
o [ I
© e]:c %.l o~ [L_ o = 00 0 © . m_Hl_ﬂ_ el
4 X BRI T

o) I TR Nw & _,#
X H !
?ZE" A R R R I R
,_mvr/ﬁ X ®B laze) ,mm._ < 0® m° ,;Imﬂ B sl WAro =g

- 3 ol I S e R e : °

ol o) Jl o

¥

ATl A 7h
4-1013%} #tt.

-
it

to] pearson
Al A
-1 1
A= [

°
- 67 -

g 9

=

U

)

tH(Al g, 2006).

=z
LN

2l

of thall 714 o]

o

Al A

A3 Al 4 (correlation analysis)< &
kel A HEE AATOoZHA W

[e)

=



s s
) o TT
39 | At | 2ol (A | 9% | A% | Qs | ag | |7
— — - a1 O
=4 | 4 | &7 S % S % = il
A4
e ) )
3
23
g | 0] 1
83
] A8Tss | Blde | 1
34
AA4 | 107 | 043 | 237 | 1
N4 | 3220 | 2700 | 2520 | 388 1
A | 116« | 078 | 210 | 277s | 443 1
A4 | 111 | 070 | 206+ | 426w | 3520 | 313 1
NAZ | 1450 | 2524 | 004 | 037 | 063 | .090 | .092 1
TEE G | 618w | 281 | 020 226 056 010 127 1
FA | 688 | 669w | 3320« | 082 | 240sx | 140sx | 371ex | A31x | 682 1

A 44d 7HE9 HF

B omelAE 7141, P2, 7pase

7.02F SPSS WIN 15.05 ©] 83}

Qom REA F7]e 0] A3
p

QS =
Mael Azte ST PYL 2o

_IH‘I L
Y
o|\
o
o
_OL

FAol F505 3 %ol
dste] Zzkel EAWAAE Agetel AFHen

_68_



SMAe =EH

0 vl
il RO T 1
4 Ho
N R
K gt of
o o
,_ _“_”. M_ _J_
N\ /|
H i
| i ; {
| X f
| 1 '
| L} 4 (
| ) b4
_ e
| IR
(28 VE9Y Do
| _._ ,.,.
[ of .
| G /
23/ /28 (2%
[
gr Kl
ﬂna
%0
Ll

wx p<O.05  wwer p<O0.01

* p<O.1

ol
ﬁo
i

=94

]
’

=

il

2 3}

]
’

g4

A

<184-1>3 o] 3

S 7N A H|

aF At

A A]

] Qe Ao e, 71A2).

(e}

==
=

AL
;OO

gm.o

&
o)
oF

)

S HATFTHES). o] AL F-E TN

A
25 B4 Au|27t obd A Au|2m e FIRY

x2=563.550(df=199,

GFI=850 AGFI=810 NFI=898 CFI=.931

j
a-

%l-

N

o}

0

i

fvze)

AJr

1

NIl

4-11]1=

-
it

[

3}
P=000)2 2 ElGOoH,

RMSEA=.078% 0.0570.08¢Il

o
B!

R

_69_



[3 4-11] &4 QA 2 AFRYe AP 4
A= ZA2 S.E CR P 43
Hl: $AEHE - 545 0.62 0.16 3.936 0.00 )
ANRELD - SR 0.25 0.11 2.201 0.02 2] &
E94%8d - S48 -0.74 0.07 -1.053 0.29 712}
H2: }A4EFH - 34 0.26 0.13 1.933 0.03 )
A3}EE - 74 0.40 0.11 3611 0.00 )
=243 - 72 0.02 0.07 0.312 0.75 712}
H3: &3 — 74 0.42 0.07 5.910 0.00 )
E%E,%LE x?=563.550 (df=199, P=.000) GFI=.850 AGFI=.810
NFI=.898 CFI=.931 RMSEA=.078
* p<O0.1 #x p<O.05  #xx p<0.0l
2. TAMARE2EAY XN Z4d FFEEIFAAAHY A
2 AFe= QoA AwWstdel 7HAdl, 7HE2, 739 HASS #5Hd
IJATAS AHEsto] AHF s
(7} 1] S/IAMbAFdo] =575 A Z4d FFaadddd A+ I3
S v E Aol
[ 4-12] AWM 243 X 4d Frasdd3] gdsdAEs 23
e H| X =3 A 5 EFsHAT
T Sig.
A B TE2A Beta
(Ar) -076 -241 0.810
A EA 62 318 439 6.233 0.000™
A3EA 3 00 26 4571 0.000™
=43 HEA -0 03 -6 -55 0600

% R% 10461, F : 84438, P : 0.000"™

* p<O.1

wx p<0.00

sk p<O0.01

_70_



AAmg el Fzk

2 3}

ok 1

°

Al
HA vEbs e,

®Rr*gkol 0.461°] &b 46.1%9

°

g

[e)

i

p=.000 =l A

4-12]

-
it

[e)

L

CEN

(=84.438)

S|
=

g

A

2

B

0.336,

A}E A

373 F 4 (B=-0.029, P=0.600)

P=0.000),

A 4 (8=0.562,

2] 4

S oonk webd FAAE AEDe] A7}

i

%0

vzl

Ho

I~ 2=
TTE

.l

ol

AL
;OO

o

)

EERE

%
U

oA 7

=49 5

Ea

7§ A vl

==
=

4-13]

-
it

[

e Ao g YEhyth

3. FANN2EAT 598 TATe BA
Aol

[Hd 2] FAMN=E D] F255 Fo

o t & 8
n g 8 8 ©
8 = 2
© = o+
=18 S 2 g
,.65.
4
= 5l =T 88
?& S oM 2
]
®
4 @ 5 £ B
= W = = <
R
N
= o .
= als 3 3 8
:
X
iz
-
T

srx p<0.01

20527, F : 109950, P : 0.000"
wx p<0.05

*RQ

* p<O.1

000 “Fs=el A ¢

109.950)= p

o] Fak(=

(¢}

S R

4-13]& 4

-
it

[

—

NV
Him
vzl

52.7% ]

_71_



gl

-

1}
Py

o e

o)
=
o
ko

#9l

N7Ee

[e)

0.410, P=0.0000= 2J3k o= eyt

0.544, P=0.000), 234F4 (B
), &84 #74F4(8=0.023, P=0.666]10.05)

o

)

N

ki3

W seld el &z vhEt

wje, A 2ol o

ol

S
&

Wep FAQNAELe] BL5E B

|

el
700

‘._muvo

%

Sig.
0.000
0.000%x

7}

2

J

A
A
9.185
16.094

)=}
LN

0.682

A= Aoz Yelgon E3
Beta

0.190
0.044

Ex07

1.748
0.700

A F5aEggs FAve 37

F: 259025, P - 0.000™
sx p<0.0]

I 4-14] A7+
0465,
#x p<0.05

[

*RQ

* p<O.1

4. A48 34T 299 FAH B2A

(72 3] A1z

FEeN A Felat)
HR*Fe] 0.465=4 46.5% <]

000

=D

259.025)

HH AARY ] Fgk(

4-14]=

-
it

[

Ho

el
W
HO
X

_72_

0.700, P=0.000)2.=



2

&l

HA vHERst T

Maxwel(2002)2] A= Ge3s] 714 AA¥ERE oy gl 714 9

°

Al A7 A gskaal o dE AR A

+

o

mJ

~

o 34 P dFL WAL 7}

<
T

VA FAHAHeRE A

)

ox

5. FMAR2EFEAS A48

S
o

N
el
;OO

Jmu-o

)

W

o

N
el
;OO

4-15]+=

-
it

[

)

S
o

el
o

<
T

?151_

]

3

Al A

}H gt (mean centering)<

] %

-
1l

[e)

=

‘(‘)4
o @

Az5]

[e)

=

[7}44-1]

el
W
o
Pl

S

R27F 042124 42.1%9]

o]
o

1¢] 74

il

HR?*7} 04302 2,

A 54

I

320l

5

bt

N
N
el
70
wjr
_T

Uz

o}
~

™
M

R

M

5

0.002=

1 P=0.000, 232 P=0.000, =¥3 P
— 73 —

A
e FAHER? 0444% =

43% 9]



0.133, P=0.05),

al(B

1} =
AN -

1A Lhe

°

94

[e)

i

@ W FAAAe AN WY o

=
=

A A

MAAe) 412 o)

il

==
=

] O
- v,

£y
W
Nd
o

%0

-
T

Uz

o

Mo

-
it

[

F)

*
*
rlo | =|0|lalw] *|o|la|x
HIlIS | B | oo ||| s| |0 R
Sl | =32l g|lce| x| =
S >
*
*
= ~ < 3 23| 3
o 0 | @ < | %@ N
I © ~ | T 2
o sl8lg 2 2|88 &8 E||g|= =
g COE L e e B Y
ﬁi s Tl =1 7Tl S]] T
= < | o < © N
Dl | ¥ =2 |fI=R || w
1983|858 5|8 ¢
*
Flel o | x| o
0,43101
S | TN x|
S
g *
ol @
=i - ~ 12| 8
s RBN|Ilo | x| 8]|2 o || @
N I S R R I N A It ™
s T B C T I B S <}
ﬁi SCEEN I A A
~ | = o | =
n 2|8 =8
Llel s =<2l
[«>T R N N A
*
*
*
o
S *
e *
—
— Z |8
— | =
130 I} = | S
8] —
o S B
<
-
n._mO n._mO
)
oo =) 3
o I~ Q 19)
> KRS g 2R
0 SR AR
e = | = | <
LI eS O

_74_

sk p<0.01

sk p<0.05

* p<O.1



[7}H4-2] 11

S

o

N
el
;OO

-

Him

* * % | % *
ilsizglsl il &8 %%
gla|(e| a8z |a| x| 88
S S <= S|
*
m Lol ©
ol a2 2|2 | x|l x| JdI 2] S
0 SlF|o|F|8|alF B o LIR|T| <
_ S| | =S ell a3 3 5]y
Y| QY= T Y N T
(=] — e8]
21T =L S|8N l=
5ol
QI ElS|Ig S F |2l 2= 8=
R T (A (L A A
*
flolx|laolo| =
Elolcs| | x|lx
ST || xR ||
< %
= &lol o
N || S
=l o|lw|lwol|m S
0 NN | ©|© | S| N <=
_ CH R RN el e =
ﬁi SN I N A A
o o | |
LI=Z 2|
Qe8| |=2|=
DA [ L I A
*
*
*
S
S
E :
=
— %2
= |
0 o <~ |
(3 = 0
™ o n
o
00
Q| =
<
TO | TO| O | O | N
— J i
G 7o | %o | %o | o | No | o | | W | R 3
A B 2y o 2o | ||| TR | g ©
R I I G I BN S o
Gl Fle o |m|m|=<|2 28X X382
w FE|EE A e g
W W S

sk p<O.05 ek p<O.0]1

* p<O.1

)

S
o

el
o

KeX
=

218 8(mean centering)

A

2

=

94

il

el
W
o
Pl

S

R*7F 0.38224 38.2%9]

o
N

1¢] 74

1R>7} 0.3902. 2,

=l

1= 4

| &

320l

5

bt

N
N
el
70
i
_T

%0

o}
~

™
M

R

M

_75_



5

dl, °]

-

=0.000=
0.05), 44
pre=

0.127 P
1A e

o

9

[e)

i

3B

3

<

Fol 46.6% 9]

[}
-0.078 P=0.1)°]

1 P=0.000, 232 P=0.000, =¥3 P
B

=

2 @35 37
[¢)

[©)

0.4662.
1314 (3=0.750, P=0.000), <]
=0.05), 417

[e)

L

-0.130 P

TAER?

3B

e %5 <o aq W R HE W W o AT E
= ; r %o gl TGy " )
Th ZeTEEA TodgnBE. T
EHAS o xo 3. X o NJo
o T NS Mo Hr = ® % X o g w - B X
W o A Y N e | J) o X N oy o5 H SO i
o R o X WB % Mo Z° T T
ﬁﬁ o —_ 50 M.AL.O Eo o RO T o AT O_E W_I? =2 m AT
< 0 T Wow oo M ~ T — o AF
RE g eFETH Txexw "t ® o Fgoae
~ ~ T ey , f
Do grEsEL pEILEYRT SEcoi
B ® oMo < N ol N L o&p oo M P W om o T
— = =] i <
o O# | O# murﬁ %) ﬂww._ O_E X! O_E J_U.L Y G ‘Ur o) o) \UI s ‘B ﬂww._ o1
B W M NS ~x ~ N plm WF B3 ~O T (N i o o RO -
o) O o, M W oo = TR o = mm x° Mﬁ o B g
e LA TL B LA Ol - i T I =
jo — 3 o] — JJo oot o o ™ —_
B m O T e RGN Mo g 75 <
) AR Lo R o N oo om o _
N ﬂ; . il :L <H = :L o X [ \ﬂ w B _1&; o
Tow W _— T X =TT < X o
™ R o S R ~— T —_ = o= KR
cER T XT3z FaTFerE T T ow
o 0N - 1 R o) ° - X X° —_ K ol =
ﬁﬁﬂﬂwwﬂ%@rlmEﬁm@imﬂ%%ﬂ %Mma@
70 - A o= T 5 T — ™ of J
RO S G O TR T oo d o T T
o wr oy o] o B o No o mv
£ w X 0 ) O W ooE ™ T W
G TR O O O BT RN e S A
ol = T s X T Ty ROy
T I L R sy No
ETCE N S Bl O A Bl e B
oo E o T ®FE D oW oM o, R I - A R
A U N N NN T < S A A I SN
2o 4n wo B ERCN) ~ <UL ol ) o % T o] WX o T ) -
X w4 oo ™ T T w WO ool B O™ =
ook T OW RN o o T T AR P T Moo ke

_76_



NJo

|

7]
3

oL O
1=

bl =7 A7

)

o o

{F
&+

W

HH 2t

)

o Ak w

atH, 7

NJo

/\]7(:31

boh wheb ol

3|
pud

37 =

Al A

o=
T A=

KERS

o

—_—

0

)
™

—
fite)

2 A3

il

ol
o]
Gz

o

= AH 27} )

-

)

[7}44-3] 11

K
ol
Rl
N
el
;OO

‘._muvo

)

il

-
it

[

0

oy

0

oy

0

oy

879
.203
L0003k
.206
.308
058
966
0415
274
144
546

5.351 5
170
035

152
-1.276
3.683
-1.268
-1.021
1.900
043
2.051
1.095
-.326
605

037
-.081
-412
-.065

104

.003

147

AT5
-.022

033

243

0003k
219

L0003k
277
184
076

4.541
-1.231
3.749
-1.088
-1.333
1.780
7.593%
135
.056

.261
-.078

244
-.068
-.084

.098

- 77 -

00055

25,609+
079
s p<0.01

5.061

.281

sk p<0.05

3

13

X9
R2
Change of
R2

* p<O.1

=

=]

F-value



Mo

ol

el
o

il

—
fite)

oF

fite)

NJo

el

Fl ot
dl(3=0.147,

By
H

e}
T

-

}

=
A
1)
3

S

A A]

H7 vk

[e)

=

°

Q

[e)

2}¥ 3F(mean centering)
T

A

-
1l

bl ot

e}
N FAHAR? 0.170% 0.5

13.5%¢]

1=
4

B

-

9l

P=0.05), ©]

ﬁo
B

0|
!
N
Mo

o
N
—
fite)

il

u]

M

J]
il

el

!

FTNAHTF AR AR A

=

)

ato o

o

il

A

]

_78_

975 73

AAH2ED 5

=
o

[7}45-1] 22

6.



0

oy

L0003k
912
964
018
658
442
689
984
677
958
184

3.634
110
045
648

-.443
769
400
.020

-417
053

-1.332
24.375%
482
.004

751
.006
002
181
-.022
034
023
.001
-.152
.003
-.058

0

oy

0003k
948
958
170
645
507

15.089
.065
-.053
1.375
-.462
.664
447137
478
.005

679
.003
-.003
.066
-.022
029

As 594 Flel )

3L

™

0

oy

L0003
49l

T
et

267.736%
AT3
sk p<0.01

16.363

7§ A vl

==
=

4-18] #A

-
it

[

sk p<0.05

3

54

3F

H,

1

!

4-18]+=

FAX

FAXE]

XA

#4X

34X
R2
R2

* p<O.1

F-value
Change of

-
it

[

=

ol ez

;OE

el
o

| 9

3|
~

AA

}

0]
T

ol

AN F

KeX
=

}H 8t (mean centering)

A X

b2

e

Aol

i

S

o

3

el

-
T

%0

o}
~

™
M

R

!

THER7E 0478%,

!
N
NJo
T

o
Pl

S

47.8%

0.000, 233 P=0.000%

1 P=0.000, =32 P
— 79 —

0.482% =

[e)

L

e AR’



T T W
A
o BT o T
3 FREER
ol A‘loﬁo B3
_mo_f% MLTON 9 o
B © ! fio w <8 ST o M
! _~ )
Ny 11%»00 wﬁﬁﬁa o
e PRE LT S h B E
ﬂm% im%ﬂﬂw = o F o0 ER F
o ol 0| %o 1H g - gase) —~ T go
&IEA‘AO XO;IV‘VIEJIE »AE I~ ‘IJIZ,.* T_
A e i < = % 5 e XM o g e -
Jlx?_ %jﬂ% %uﬁﬂ _ B o - uunﬁ
BB 5 B i T T i o g o
o =0 i g %o - = ~ K N X 5 S
ﬂu.mo w W ol o 2 J_ﬂo A
oo x o 7 Foon R % o B w O RE o N
1w_e O_E%i,ﬂ mﬂxv in 1. Moo_azl} I
T 2 I o Mo =0z = s - b - o s
émﬂﬂﬂ ﬁa%oj_wrﬁo 1XOH X ﬂﬂ_ﬂe Ho moﬂﬁm mﬂwwt
E.uo—u_g _ﬂm%7jl oﬂlo_e o Mﬂ@. szMﬂﬂ %Xo
%o < X A o oX 2 Mﬂk.o o] ol ,U_I,UF = ol ~+ S -
ﬂlorﬂav U:WEOWOT&I \UI:‘_.W o~ dﬂdl G]L =
%0 J_/IJ.,XLHME ﬂﬂwooo 2 ﬂlﬂlvﬁ‘mﬂth MAIJE
Mo M JJ) WH = M-r = ~ o ﬁe o~ S = = ST o =
@@HM%}Q7QMﬂq - %¢g¢mﬁ% 2 2
Hin T R ox #M x@amﬂ ox ) oF - ﬂlmﬁ - mﬁruomﬁ ol 4._o
é uﬁlﬁrwwﬁ o _f#ﬁa} ﬁa@ﬁaﬂbﬁamﬁ S
40T & ey Yo ~ M 0 N B *
mlzﬁmgﬂwmﬁmm %_z?ﬂ o > Q%ﬂm@wﬂ Wmmr,_
X 1_I1FO_ ]] T
mﬂj_eﬂ éyj 5 o " ﬂmoo_amg;% bl
o a X o e mﬁ_ BK G gk X R’ o T oy = T MM
%wg%m@?@Vﬂwﬂ - T Elad S :
3 Léusafgwln,_o T H@ﬂﬂmﬂ_bﬂ mlﬂxo
mqqgawaw " wa%ﬂ¢@@ 5 ¥
- mlifq _ Tiqqﬂé >ooM®
i - NN _uT % 1l i O\ e el T e
W R Ha& mﬂxlﬁ%%ﬁ@ Gl
K ,LIL.E 1%0lﬁ2 i =
P_,,m A_jﬂmﬂrymﬂ ~ &
w M - g ER . A
[ﬂ_,o,_ﬂlﬂﬁi Y -
= TT s W
TR i
_soqﬁa
xr e
=

Pk,

H

S

3o 51.29%9)

[}
- 80 -

0.
512=% ?;51*%; ~
’57}

[e)

-

of| A =
= SR

45.9% 9]



o

H

()]
A e

S

S
T

1314 (8=0.740, P=0.000)

FOYFOR

NJo

o],

-

1}
S

#9l

-0.113 P=0.008)-&

%

el
!

W

ol

eyl

ol
N

%0

~

oy

Aze 4Ae so4 73

297t fFoldoz ey 71452

]

A

REE N

)

A3 w98 A Y

ST
™

4-19] A=}

-
it

[

* * | %
x| x| i|lo|lo|lv|x| |
Sle || s|ld| Rl | IS &]E
Tl e Ys|ele |9 T s s
S S| 3
*
*
* < oy m
m 18*%%59%15&115
~l - SIS B]lhllnr
O N N el IS A B = B B D B L I
N R A= BT AR A Bra VA AN To B R BN
] :
* | % o la|w© ™
o
18 &2/ B|8|8|8|8|8|3
0.0.%%,.,.,.,.,._,/.,.
S| <
*
¥l ||| =<
Elg| x| = | b=
=l R R RN e
< %
*91
= S B =
Q o | o~ S
B0 Slslg 2|25 S
4.5.4.5.19. <
ﬂi = —
o | =
ol =|x |8
Sla |l o=
6.0.0.0.n,v.m
*
*
*
]
*
= &
[29)
— m4
> | <
8P = S
a5 e -
o)
-
o)
<)
<
T | %o | o | %o | N
— P P s
R o | wo | o | o Nlo W | % | mo | W | T 3
o | R o | o | = | =) | =
e ||| RN o
ool AU I e NIRRT E RIS
,MoﬂmﬂLML}}}}}aRnR
W iiiii,v Lﬁua
AU U R U AU 2 8

sk p<O.05 ek p<O.0]

* p<O.1

[7}4d5-3] 22

0
ol
Rl
N
el
;OO

- 81



=
It

[

S
9g} N
0
- m T
R T o w = T 3
~ N ay SHR
NI XD o
= —_— —_ o & T o (7o A
=58 o Sy I A
flalals 2528 M i =) 0 = B & oo o =
9e) g T
=% 8|2 2l 8 — iﬂxﬁﬂ w oW w O g
=2 88|8/1838lg|2 o O_Eo_a_ia M/MATET%%
N X N S | ) —_—
ﬂmmna,uﬂ, ﬂﬁ%ﬁ Hoxmv/coa oﬂj_t}gﬂ&,_
I R e I o oy L% E T N X
21302 o - = ol = S
AR EEIEINE _gﬂﬂimm%% iﬂ%m%
QR — - 0 0
SEEIRIEIHE ﬂ%ﬂﬂmw% m_zo@1%
| 0 T S . o m MoN MU_H 70
AEIIE . %%&waﬁ# [ r
Wl*smm Slel o R W ﬂa,_ﬂ_/ﬁ
&8 Q| % S T T — g T .A wo N\
NE 2" %@@#%%é QRﬂ?z@
S o0 ) wN f L |
=3 B B N k L No =
el - P < I O_E T o 0 Hw,_ I=
2l21g/8 = = A [ 1 o oy 1
RER & ! ™ "o 7T Wr ‘HM LI R ol ty X
S W T o e o e
b oY ﬂr cv dﬂ Ecv N o~ o
g g2 28 T % T n v —
o\ o0 o iy ﬁ o © ﬂM 0 _ﬁo — -
S X 2] 0 o oo I~ _T f N =) ‘_flo.w
N | <N X N —— ~
3 xw N oF o %o Mo LT T
£ 5 = & 4 q ﬂr B oA R oy o Ao
s m I S ! T T oo
= v : H@ﬂﬁ%ﬁﬂﬁﬁa%@ﬂ
- 9 =~ o o N W MT_ T o <M R - e
S $ N = o o 70 U o Nz
< 2 il T o M o X oo X T 1H
5 o) ° T rw N ® B HT Jma SIS
— 7 — 0
& ||| | o e S 5T L~ A Fc ﬂlﬂ
m;;owwmzﬁmw A_Iomm7,_ﬂ_g_XA
GG Rl el B s S E =g LR T
w:.m ey \Mo mmO ﬂ m > ‘V% ™| ™| ™ | O * [—
e EzE NEHEEEE
™ ~X
el

- 82 -



71 2F 5 e

S
T

o2 e 7Hd5-3

7. AR =5, L5 =4 8A

[7Hd6] Adlwd2 57

0

o

N
el

Mo

™

4-211% F/WA 8 =Fd o] A2zt

-
it

[

AAA 3

da3s

=

4-211 F 7N~ Hl

-
it

[

*
*
el e — o o~
06%7 00 © N
S| = 1l = Rel SH S
S| <2 | ¢
: *
¥
= LIB S
o |laol| o o~ o~ o
0 SRS S I o= < e} QT <
_ S| lE S| = | | & [g
ﬁi 9o I NI | - I | |
~
ol 5]« @ 10 =
<f — [e0]
BI&|S|I| 2| 2| &
: ! h | | |
ol <)
Sli|2|8
=SR-S
S| &
| < «
M;l
= SR
o | x| = 1=
8o Rl x| = o
N e < ©
| © | < | ‘
~
© 00
31828]|3
. . 7. g
1418
S|la| =«
SHRS *
%Ul
=l x| ©
0 0| = < | S
| ™m | o | &N
jnl S | <]
©
o | o | 8§
» | S
S NS
Ol Il I I s T T “
z?oo%ooLlo,_.lbl 3
i N i Iy o e v ©
| = | K] == 7= W = ] 5 S
VﬂﬂquuXuXﬂaMnR
ﬂﬁdng T | fuy fuy > =
~ @)

D:1 A7} D:0 27}

sk p<O.05 e p<O.0]1

* p<O.1

Mo

™

4-211= AR =FE ol A%

-
it

[

el

S|
=

046152 46.1%9]

_83_



S|
=

201 = A ER7F 04612 46.1% <]

0.468= °F7t F7hste] 46.8%<] A

-
1

=0.000, 233 P=0.000%

1 P=0.000, =32 P

(¢}

4R IEA

sEAo] 597

[7HE7] A= FE2 S

0SS

o

XM

CRd e

4-22]9F o] YRR

3} [

4-22] NN 2~E A3 Fol& FHo ek Az

-
it

[

* * * *
* *
A I S ™~ X 00
S - S - &~ < 30
S| Y] = ~ 3 N
S| = : :
*
¥
= < | n |B|F B
9 SIB|8lEl gl g glw vl =
) o=l % < &
) - > ) - =
ﬁi R e I I
10 ©
SR8l 8 |5 3
N2 |l n N ? |
0%
* * S| 3
S| o R
S|l =
S| <
*
Hlol|l =
H 0 < © — | M o
0 Nl Q| > N <
_ e S I e %
[e 0] — M ¥,
= || =]%8
TR g| e
A
2158
S| 5|«
S| 3 %
&
— el
© | = | = Sl
_O <o) (=) o o) .
N | R S
ﬂi © Lo
*
o el i
SlM| S
<
e S I [ = =r o
X X n oﬂoﬂl.ooﬂLlo, o
B i e e P e B o
E.a iTuJ. ,U ,ULI,U ,U (&)
o | K] = |= Bl=— W~ oy =2 5
| W 7 |= n E AR fa
~ Tl == XK= SN X S &5
EIN AL e A o 0 , &
&) @)

DI1: 417}, DO: 317}

sk p<O.05 e p<O0],

* p<O.1

el
W
o
)

S

R*7} 052722 52.7%9]

o
o

1¢] 74

il

1R*7} 053022

PN
T4d

el

_84_



53% 9]

nshgl o

1 P=0.000, 232 P=0.000, =33 P=0.000=

o

B
o
Pl

}o] 54.3%2] 4

7}

TAHEAR*E 05432 T

-
1

(¢}

| 3 ABEAP=-0575, P=0.044)] 2HH o

o]

+

AO

] o]

[e)
32
Riu

7kel A=

!

p—

ro

AO

4 o

i 3¢

FAAA] Helol ool

ol
W

ol
ﬁo
o

7WdTE A

A &7 vEbs

T8

o ;7k, Azksk T gl

A

[7148]

0SS

o

N
el

4-23] S NAH|

-
it

[

* | *
lilolxn] = o) Te)
P I I ey S 0 S
sl =] < k) e}
S| <2
*
*
= o S8 8
- (-] © Ise) o =~ &~ | < S
0 N ||l B S )
_ Al BRI N IiTe) - © |
<Rl = < N e
ﬁi || 1]~ | |
N o o
SI2lglygl = Q =
M | . |
0| o
El&E|SX]S
SER=S A s
SERS
*
*
= K18 =2
o)
9 Y38 ®| I S
! SR Te 9]
ol S| < | 17| ©
|l o
FNI R
SERSEREE B
A I | |
2188
S|«
SHRS %
O¢m1
—
2 g8 5| %
e & | 15| oy
ﬂi © | < |
©
o | o8
|
SN <
R ECH I B B 1 1 =
xx%mmémnrm S
EWEW J:OJ:OX\._:Ol\._:O‘ae
| R | K X 8 L
wﬂoLIX‘l‘ll‘l‘E:‘lmrﬁlzg
TlE w2 lr =2 =2 <|S|lx g &
1§_ugﬂlﬂi fuy fuy > =
&) @)

sk p<O.05 e p<O0],

* p<O.1

_85_



(42318 FAAN=EDo]l AzE FEREAA0] vAE PN A
Mol Aolh zAMSEEAL AL S Foleh el vhat 91714

Wi i, AHE FU7Hs 2204 FAERVE 04622 46.2%°] AW
How, AWt FY8 FEAERYE3M = FAER S 04682 ot
S7hste] 46.8%<] AW =S SRt

O34 2de 281 P=0.000, =&2 P=0.000, ®&3 P=0.000%
BPAZEe fojrEe FRHNT. wAAY FAARAELe] FrR
A mAE G AHe 2HdFYEA FI8S A I

291 L b
B t p B t p B t p
A EF4 414 6.266 | .000%xx 415 6.208 | .000%x:* 292 3.436 001 %%
ANEA 352 5801 | .000%xx 352 5.784 | .000%x:x 496 6.756 000
524 F4 | 020+ | 433 666 .019 A17 677 .081% 1.390 166
ougd 006++% | 144 386 457 1.898 .059%
ougd
B 991 2.831 L0055
X4
oulgd
-.989 -3.496 | .001xxx
X4z
oulgd
-.480 -2.046 042
XE#
F-value 109.950% 82.195%x 51.049%*
R2 527 527 550
Change of
.023
R2
* p<O.1  xx p<0.05 *xx p<0.0I, 19y, 0:90%

_86_



4-241= FINAMHI=EH 0] T ofH Fxo] 1

-
it

[

%3

AAA o

7pAd el o &t

-
1

Aol 2}

o

el
T
o
Pl

S

R*7} 052722 52.7%9]

o]
N

1¢] 74

il

o
Pl

1R*7} 0.527% 52.7%<] 4

=l

HE 54

el

bl ot
1 P=0.000, 32 P=0.000, =3 P

fite)

o

H

B
o
Pl

Fol 55%9] 4

7}&

Njo

_z_o
;OL

0.0002. =

-989 P=0.001), =2

2(B=0.991, P=0.005), A== (B

373 F A (B=-480, P=0.042)> =

kv
™

i

3|
~

NV
ol

g =4 g sk vkt

o &9

=4
o

o
1l

18] 2]
A7t versth webs] e zpole SIIAH A~

Al A,

Bn

Ba =

U]

2 e = A

Hae

o)
b
%

_87_



~

717}

ok
2

4-25] VAT A9 8

-
it

[

e

B(+)

==

b

xu

el
0

Bo

o4 7R A(+)el

ol
ol

ol

o

ﬂl

;OO
7o

o4 7] A(+)e]

o

)

AL
;OO

ﬁo
B
"

ol

ze)

100

=
;ﬁ

Rl

1

oA o] vA

<

/A B =% o]

= [e)
A JASH S

al

ol
ﬁo
w
®

alil

1

7%l

]

<

AN Fee AR =Eao]

™

B

N
el
.50
‘w‘O
A

ol
G

7142

i
N ®
~ | o
il
CHIEY
;Qu_ ;on_
il
NN
o |
o %o
wr e
T |
o %o
~ N
LIl
= |-
"R
Q.Q.%
_E _E To
G
L .
B |l W;
T T _J
I
LO
el
=
N

7H7
71448

_88_




€
7 ARS

1

<
=

AR
FE(37} - A7 R

ol

=

)3 A=

Al 5% A&

A 1]

A7 AT 29

-

1

3|
~

A

A, FHEAEE =
9]

<

3]

A

B

be SAMFSFETE Mulze] 4R 248
N

A1 A
7}

-
T

i
Bk

R

d 2]

b2

H= g ol A

S

5
il
<

At =59 wW 74+ o

<
T

Ad=d

-
1

A7t XY s

<
T

a8y F A kol

4

%

alg

I o

o
HEE Ao FAA

al

7

. Al g el

Zhelm, FE TR o] FolA =
A A e 7t

9]

¢}

270 o

¥ o

o

1oJ
o
=
o]

Ay

|
—~

Mo

il
rey
Cai)
X

ﬂl

0
alg
X

a1

R

o)
"

Ae = A

_89_



e

=]
=

13

o

al

24 o)}

1
H

4EDI

of thatk F+H o}

d

,_—ll.

i
;._]l

Q

e A9
=

7, James(2005)% ZH] A

o}

Brister(1991) ¢}

=
=

[}
=

0

N

o

)

ot wekA A 7t
Ne Faed HE A

L

.

o) 27}

;OL
;OU
2

b=
m

il

o

p—

0
X

—

<H

o

o

Ado A E &

el

el

s

Aot wEkA 1

=

sk

B o of

B8R
fite)

Njo
!
el
ojn

R

s
;00

‘._mo

!
o)
o

[e)

L

=243 7Hd 1, 7k 2, 7hd 3

—
fite)

—t

O

o

b=
oy

AT

TS

3

AA, 7§ 1]
[}

o MAdTRAY W 2

Agg ol

A2

N

ol e17} giet.

K

i
Hip

el

X

=)
ol

%0

;OO

™
eyl

)
xr
il

ol

fold Anoh ek

bo mhEw, 1

°

Fal A xe] o

°

o}

=
<

=

A91718

=

2;

folm™, At

o

I
i

i+
<

ol FHAAS] arejnt

)

380 o

b= o ® vEbd

_90_

°

3l oF

)



ATt

+
ol

o
o

el

sh4l

Q

o
Nlo

)

-

1

5t

°

A B ol of

]

S

a

g4

o

ol

™

%0

i

e}
T

J

3

g =k A
<

g, 444

=
= =z

W2 e

717 0] #1719

e sobglr}
A )7 2 el

43

3|

1459 Aol e R =

A

7}

A

3

3

=

A

3

o

ol
M

%0

%0

I

B
o)

%0

p—

0

B

A
Y

et

o)
=8

™
T

o
)

0SS

ol

o]

&

S
&

AEchsy

Tl

-

[e3]
AR

LFERW a2

=

=

7}

3

2 (-)e]

45 Al

]

A

ISR

—
fite)

o
Nlo

~
I

I

N

-
1

=

el A A

0]
pul

boh webA ol

-

1

]_

j
a-

EEE
1]

°

Al A

B FAAte AAE o e

7

_91_

17t ARl A A7%F 3

O
RS

B

7]



ol

Nlo

%

—
fite)

o]
Gl

oy
)

o
H
gl

)

o] xdadE AvR

3

A==
=

HAl vERs o

7

J
<]

d

}
9]

0]
pul
[e)

i

G, A ~EAT sold P o)

Aolt}. o

sk
=

&

T A7t

+

jfuse]

2)

T

Aoz UERSEH

foF <

I

o =9

el

o

il

Tor

o

—_—

0

I
B

o

)

&

H
Ma

ol

O

=

34 zrel

gdo] wet 5o

Mo

!

]
H

7N

==
=

A% FA AN

o =

E}}a Q]

=
1

a7 vheke

AF A7 YA gskou, 5% Al o

%
4

B

W

Hin
ﬁo
i

el
ojn

IR

e

==
=

pS|
=2,

391 4el A

0

M

e

w

—
fite)

o] )6]’

R

2

o 39 ¢

]

o

’

/2)1—

]

ﬂo

2kl A A A ol A

AsgozAe Adge FEe v 6o
arkel Adel e FANNAEL F A

o

ol

bl

_92_



AT

+
ol

el

R, 7] 4w

=¢s

CEEE

il

Mo

ol

AEe] AAQATAA 2 TEA

o
o
Nlo

o

To!
oF
el

Jmu-o

ﬁo
N

AT AT AAA

A2 A

bol 5

AAA 2 Hes

A g

=
L

7]

)

Aol ghol = HA ]

==
=

g
I

A= BB Aol A
aF ATl FAA L

e

2ol

th 5}

Rl

Z

=
%)

N

—
fite)

|
—~

2 997t qlek,

o

)

7

g ngoz

o AYAT

il
o

ol

%0

)A
4

o

i+
T

%

B

o}
N
N

%

Ay
W

il

3 AgAYon GA

=
=

W, FAFNALe] iy

A ol S

ki3

X

B ete7A

il
pyl

AAA A Al A

2 Al

_93_



33}

==
=

¢}

5

8

d ele7} gk,

-

1

5t

°

MH| ~EA ]

-

1

bl ot

°

3 Aulzg AF
AT

B

of ATt &
s oz

=

2orz slnsh FAYR] F A=A
o &H A

and Cronin(2001)¢] &1+

1.

Cal TN RO T oo B %I ) wo wr
up W N % X W™ o = zo o W % T oy T
ﬁgqa Wy B oMo oF WX T LR
T — ~ =0 A
T T N S I TR S TR 2
MOE e o = = % 7 N o TP ox o M
~ 4 e K= =T — o
N R s PR 4N A T T
wTwm 2XF TN we 0wy
= Vo hryd o LS WM L =y I ol o ° o =
2T L Wm o b woEr Loy
- iy "o T =y o A 3! dr I B A
o ar o N 70 u_.m ) L m o
D m,ﬁﬁuumm«ﬁ E?Mmoﬂ@mwmmw}ﬂmﬁ
- B OB J D
=5% FTIpii LIEZLILaT
2 NI ~ = T o=
<] v T WO oo B o oF WM ™ “ e
A M = T ‘_wx Nfo do NS 0% o T ) K
= I~ . il o) —
Hmﬂm%ﬂrwﬂwmmmmm.ﬂr7ﬁﬁﬁnﬂ%ﬂw|@
Now B2y T W E T 3o o R
‘mﬂ fite) o0 T 1_11_ 1 1 MM — HX o o = lo
SeEiw EXPY sl LR
mgmﬁ%%ﬁaemﬁfﬁfwumemmu4ge%z#
= 9 My . i % G T N N 4 70 Mk
S W o8 N K oy 4 o o = il
5 ™ S 1) 750 TN = 3 - A £)
(= w 3 < wr M ﬁo ) I o < B o R
R S KO ~ = K O# 0 =T b o e f Z.U Jl T:.D
T g AR e E R o) Tx 2w o D ow
P iR Ly Ty e A
A W X T o B o
° D W o = I o T % = T
s d VB rag T T g T 5y
' ) (T IS
Em?_o%ﬂsﬂ@ =N mTE P
B H XXk TR T T M

_94_



)

B

]

B

Ao R A7t =EH AT

2y seld Pl glo} AzlFelo] mAe

% mo)H FAe| fol@ 2dans} ebuh

il

)

%0

-
T

Uz

o}
~

)

wep B

B2 dehde Ae

528 =
g 1 o]ef7p lvkal 8t

/2)1—

A=

=13
il

[e]
Q9

aF

3

fe]

%)

AT AN

)

—
fite)

il

A= sAd

Z

AhgEel Adzls A7)

Nlo

~

!

o

p—

0
o}

Nlo
ol

NR

HA |vk ey

S

HNAow A7t

"

)

—
fite)

o
el
o
oF
ol
e

o

R R S i

_95_



o =
J.&lnn
_/.Aﬂn 7~I]A
Lmzsz
%L%ﬂz B
H_LIQ_OIEMNM Aﬂ_ﬂ/ﬂ_x ‘WO
= WX & G o I it
ﬁoMA]ATE N =l —
x X R Jl,aﬁ o o
"o XO_O zTﬂﬂnO a,ﬂ 11%1#1_.
ozﬁmp 5 ® T SR
_quuxo gﬁqﬁo 2@ ) i =
- oy Y v S o EE ST
1:;_5@__4 dp ur g~ EHBT b K =
R K w M 0 B iy 0 o N ~ K
ﬂﬁlﬂ]] ]70» UEMOﬂWEJI afﬂu_ﬂ; LIEUJW ME
@#@rﬂu m%# 145maafj W.M WEH% °
ﬂoﬂoﬂooﬁ_% S-S = d.]@uo_a }ﬂro T . H X
lomulmm EE@H% HMLMlzo %@M? N T N
I i H ﬂ.nn: xoﬂmﬂ/ﬂ/ﬁﬁ 7@@ mﬂﬂﬂr X0
»EwﬂEiu ﬁa7] ) Mﬂﬁo‘l,Ll w R ]J_/la._umo N
(S = o T No © o o X u%_% o g
#@M%E u..ﬁ %ovﬂﬁﬁ} & Ao ﬂmn,%% T
mmﬂﬂzg meqz.zlo@d%w o o T 1ﬂﬂ¢ =
sz é%ﬁv EEW ﬂrEquﬂuAT7 B o ﬂﬂﬂwﬂ -
AE]LOIAT‘UIJOE.#‘OlJHmmoﬂmH@o i _EL.E#JE‘lﬂmﬂ )
c - o %i‘gwx = 0 ?ﬁmﬂﬂrﬂrau 70
@zﬁzwmﬂ;oLimnmonio . ) 1&% pY
%Eo:ﬁ . ﬂm_g&%ﬁﬂ ik%ﬁrﬂw%m
é#pcﬁr%gm_@ k}ﬁﬂlﬁ% %@ﬁéﬂ%m e T
]ﬁvuljlﬂl.ﬂomﬂm_;x ﬂﬂ o o ﬂﬂxouo_az o
JﬂlﬂfrxuWJriloxo«éﬂxcoMﬂoﬂrmﬂ.74xEﬂ&ﬂuﬂm 7o
— E -
T Mo M DTzﬁgﬂ7ewzwﬂ4%e4@§43% -
%S#Wéﬁﬂ#ﬂ%%%mﬁﬁﬁrxEﬂoﬁwomlnfo@ﬂ MH
= . ‘Llﬁ X ) p ; ~o 5 .
@mm7%%w_OE%Q%QWw%A@@X%am}WE
ilo%zﬂla kﬂﬂyéﬁﬁmhﬁ@mmﬂ@m L
’ qurx;lhurAu# % o~ = ~ ﬂn_mi TR =
Wﬂ% e@.,omﬂ;oAﬂ aag%@o@@ﬂ&eigm
mnc_:yo o ﬁ?%%ﬂ?ﬂ%} ﬂé@uﬂﬁﬂ oo
¢ﬂwi_ﬂﬂzﬂieuﬂmg%%R%tﬂﬂ@g#f
i B o o ¥ © D T o TR Jo Mo i s
ATamacgnno HTME}HTHQ Pemﬂaﬂaeﬂ
® N R ol B ﬁ%#é%ﬁ N
o %o o do T 5 Mo
e ﬂ_lEo JI]HTLoHﬂﬁ]aﬂ.o
X8 d.aw i ﬂo}
B om0 N B ) do _- o) T o o mw_
,o J:lmﬁﬂ%ﬂ% o
o = ]MHHT
.w-Lﬂ_AI‘AAOT\WIﬁﬂ_./H
ﬂ.%%ﬂu
ﬂrmn,n_on%

T
ol] A
2714
3

(e}

|

A 712ke]

7

2
- 96 -

A

oF %

S
= %7Hﬂ] 5

[}

=



el

<
T

3|
pud

e, AdaAd =

R4

gk 7 el Al ool o

=7 AHet A, A
o]Fx A4

gl A5 AlAb o] gl

e

3} Mul=E AT

N
=K

"

s},

el

of Al 7N

=

o

3

o] } Q]

A

-

stol vl

o

of i

A H

ato] 27438

g ol

A}

7§ 2 = 13}

Njo

o
ﬁo

-

1

Al =

o

M FASEsR FA

}

0]
pul

b Ao w %A

R4

23

[e)

i

A =2
AR ) v

[e)

L

=

=

A

[e}

=

Al

L

o

brhm 47| Sold PO bl ek

R R e B

S ER IS

°

g

&
=z
RN

o~
T

3|

i

el

)

o, 4

-
1

Al HEREA S, T ol A

SHA] o

o

9l

[e)

T

o] o HujHolme

v AY F e Ane e pAe a3} dzHA.

Aoz A}

RS

%

ol

et

-

1

weba Aol A

hSS
el

R

+

, ANHEAH oz Ay

oH A, HASA

<

7 sheehele.

73t

al

25

A

I

—
fite)

Wr
M

R

+

o

W

_97_



) 2]
gu.o AFFA
7}

Hrek g

[e)

=

/\] /\]_an

=704 1)

A

AEEL

U
" Mrr Hr_w —~
N o A
wm "X R o ™
R R
N ™ = oy = n Wu X0
mxmxwhﬁa#x MLTT }
—_ MH N 1 — N o —~
_ K —_— QL i ‘W.L Lf o O_E ;oe e
anzﬂol 7 O R = T % O_E%@ﬂ -
:)_Ar. o = M = N ) = Mm 2 N ) i il
ﬁﬁ " ML N mw = o Ak il m% = b o ¥ o M
7 ~ P E W gl v 9 w M o B T
@Aﬂma_}%% Vﬂﬁa Hoomw Na=s
2 = = a T =< NCHS R HE ol
- T o + B o 1° m_xﬂmM 5 oF R
S SN ] rhfs EZ
%M%%uﬁ%o_gxﬂ v a X E O_E%,ﬁ T 4
__&7491@Mﬂmf iy oo Cglﬁo% oy
ko E < & 5 P ?V%@ F
moi,srﬂmM%ﬂr.mu o Ofoi @L_/Nﬁﬂl 12
oy uxﬁzl - ﬁo_a oo N T X
-t W&L ﬂ. wr o " %l ‘_._w_.o il wj B nm,_ T B i o
Al <7 mﬁ il I g - Njo CoREE ) a) o 03 wm
M%ﬂz @Aaeo K GG i_fﬂ% B o
7@]&» ° T ny N o] o I N
) ‘:L 3 '3 Sl —_— ‘q )AO N
o ® = F I ﬂ Aﬂa X i Ko R o - o )
o oT < B W = o2 S g
< T E:2 W) T w o N T T
o T <] o o w e & o i ~ X
S T N = ) _poa w oot B e T oer T g N
H,%ﬂo_aipnggﬂ e ﬂﬂr@ EUrﬂas,_.mﬁl
D <8 do O 7 Ne (S - = - Jﬂr@w
@rmmmﬂu%ooTﬂuﬂ% e Hiwwmu:wd%%ﬂﬁd
= X T _ — o0 _ K
ﬂaavﬂugmﬁ o T & SR -5
oo = o F X = W o ik
..# lon OC B Jl S.L JL o o o} |
B T o ™ 5 W T O oo e X
SES quo_egﬂﬂ.}ﬂ@ﬂ
u = b " K =0 x _
L3 ) T = -~ Onﬂ E
onmo_emm.%o_amag 3
R ® o & o T XO
B AR o %o
A U Ho
%

- 98 -



)

A

fite)
o
il

SEEE:

ki3

=0

(o)

of t}

2o

5%

S

)
™
fite)

o]
Gl

d 71Ee] AgAT

7} gl of| Aol of| Au

ARA BH G

HAZE AT

3|
pud

AT =AM

g

7

el

t}

SERAL!

i

_99_



Y
otz

2 Al =(2006),

7¥

o

2 50 (3),

1

kel
o

SR

ki3

F=

AT

A1(2000), “FEAg el ut
A

94-121.
H

(2008), “%

=
3} )

[€)

ki3

’

al

8

1

v
lo

o

o
Tor

!
Tor

—_—

1o

ur
;OO

Jmu-o

I

)

=K

=
oY

AE82(2010), “AAE o] AN

o

]

Riu

A 117-134.

201-230.

]

I
fins

[e]

st
Zh gl g atel m

L

=

(e}

|

Ry

, 185 = A
Fe A %A, 36 (396); , POBA& A

7}

BAG 8 (4);

]

I

il
7+

0]
pul

o] &
= Al &5k A+

[e)

REA QAT 14 (), , BFTEAAT

A
A3 114-119.

(2010), “side H=E

(2001), "

J
-

2 571(2000), "Internet
1.

Tor

Tr(2001), "H-E4E TN

=
o3

aig
HJ
oF
_foﬁl

T
o

Tor

E

Tor

- 100 -



FAMOS 79l ¢& -
wul e SR (2007), “HEQAY AR|2Fde] u

vl v = (2007),

=K

i

A
i

N

ol

o

T
™

(2007), “A|

5
RL

—Z
H 5

sl

o

Bo

FJournal of Global Academy of
Marketing Science, 95 , $r=rvlAIY 73] 101-128.

(2008), “H-5AT 7HAI A 2

o =G AL

)

a

-

ESEEES R

Ab2)

(2007),

=

2(2006), “H

&
J

=

z

1

A=}
-

]

174 £+(1998),

2k
A
e

o

o

+3] 259-289.

kel
o

, 21 3y, =AY

@

& €l

o

(2007), "§-82F TR R =9 Al AYrkg o <

(2004), “

]

=
| .

pzs

/A

[}

=

A

]

A
fu

sl

FEAZAREA, , SPSS of7td |

A
HAF 52-54.

R

1 (2003),
(2000), "

I

¥

el <A, A
Z]

I
fins

[e]

_ZTI
"
ool
ﬁo

@9 9]

O

4

v
oF

s

|, Rk T, 7 ().

(1996), "

=K

21 (1996), “NEO-PI-R9] ¢

(:1)_]:

]
’

7610

o

8|
- 101 -

20-48.

1(2001), "A 4] 2

o



%

&

S
&

o

/2)1—

AU A o] A 3

FeAAAT, 27 2)y, T
] CSell w4

[e)
Riu

Felo

A

]_

A

Gl

3
, @FA01(2003), "AH] = EAY 7t

[o13
s}

P ~ulA" |
oA AT, 18 (4)y , S=wlAIR TS 67-97.

FohyEel WA,

O]Xg/\]’ }4%@(2002)’ ugé}?ﬂjg

o] 7 (2001),

$=A4 ¥l SERVQUAL

<]

F 1] 2w}

”

23 Gronroos s e

] 91-126.

_foﬁl
el

1

ARGAE. 4 (2); , A 2=vHA

, & H21(2008), “

A

B!

A ] 22v A ) A

o xHEHE FHOR

] 7-41.

3h
)

‘BO

vl
E!

1 (1)y , A8 z=ubA
A

(2006),

o] B 3] (2011), “¢

Tor

]

o

]

[oi3
s}

e A=

o}l o

|

8

}

k]

R4

(3,

radx4, 28 (2); ,
: NCSI9} KCSI9]
Tl AR A, 20

’

137-160.

=z

%

)

s
;OO

il

o

=
o

I

G

S E

o] g 5+(2004), “

sl

A

"AY AL ol R, WEAT

(1996),
(2002),

]

I
R

[e]

=

[}

o]
=i

—_
)A
B

A

o] 4]

A

1(2006), "

F



A8d Aus wag Fiow”

183-193.
(2009), “¥-E2 ZA A
VS.

¥

)

A& F,(2006), "A 8]~ FA 7} xb

s

o

o
Tor

E

Tor

of

X

vzel
A
K

0

o
0

X
_ZTI

A" Al Ak

skR, 30 (Dy

15

=]
Fa st

"
’

j
a-

2007, "FEATAGAA FAAZ F A

sl

o
Tor

E

Tor

el

Tor

=
R

<

=0

o,

]

</

1ape] el me] e

A
fu

go] &

94

?151_

%

I

of

A}

(2007), “Adel uw}
12 (2006), “TA o

A

sl

o
Tor

Tor

R

24 2(2002), FAFE 3}

=3 A

re Aol ol AR, EAE

18, |
2 5.(2004), "% A Fol A

ol ]

A48 (1993),
]
#8-71(2001), "

d
Nr
[mt

o
e

oA 3

2EA]

<

g
HJ
oF
_foﬁl

o
o
Tor

Tor

2]

P Apstad, 10 (4)y , F=r4nAkehs] 1-22.

AT 22(2012), “/HAAA A % -

-
’

A B (1999), “Zan) o]

&

)
K
70
-
oy

—_—

"

AR

o] O
3

%7

o
JEINCE

KB

E 123, 1-19.
- 103 -

i I

AL



A
o

2. 9=

Allport, G. W.(1937), "Personality: A Psychological Interpretation,”
New York: Holt, Rinehart And Winston, 135.

Andaleeb, S. S., Basu, A.K.(1994), Journal of Retailing, 70 (4): 367-81.

S. S., and Conway, C(2006), "Customer Satisfaction in the

Restaurant Industy: an Examination of the Transaction
Specific Model,” Journal of service Marketing, 20, 3-11.

Andreassen, Tor Wallin and Lindestad, Bodil(1998), "Customer Loyalty
and Complex Services: The Impact of Corporate Image on
Quality, Customer Satisfaction and Loyalty for Customers
with Varying Degrees of Service Expertise,” International
Journal of Service Industry Management, 9 (1): 7-23.

Bakker, Arnold B., Karen I. Van Der Zee, Kerry A. Lewig, and
Maureen F. Dollard(2006), "The Relationship Between the
Big Five Personalith Factors and Burnout: A Study Among

!

Volunteer Counselors,” The Hournal of Social Psycbology,
146 (1) 31-50.

Baron j Maritin, Dante Cicchetti and Donald J. Cohen (1986),
"Developmental Psychopathology: Theory and Method,”
Journal of Pediatric Psychology, 21 (6): 899-903.

Berlo, D. K, J. B. Lemert, and R. J. Mertz.(1969). "Dimensions of
Evaluating the Acceptability of Message Sources”. Public
Opinion Quarterly, 33. 563-576.

Blodgett, J. G. Zenithal, V. A. and Bitner, M. J(2000), "Services
Marketing: Integrating Customer Focus across the Firm,”
Journal of Marketing, 60 (2): 31-46.

Bochner, Stephen and Chester A. Insko(1966), "Communicator
Discrepancy, Source Credibility and Opinion Change”,
Journal of Personality and Social Psychology, 4. 614-621.

Bock, Doulgas G., and Thomas T. Saine(1975), "The Impact of Source

Credibility Attitude Valence, and Task Sensitization on

- 104 -



Trait Errors in Speech Evaluation,” Speech Monograph, 42.
229-236.

Bolton, E. Lisa, Luk Warlop, and Joseph W. Alba(2003), "Consumer
Perceptions of Price(Un)Fairness,” Journal of Consumer
Research, 29.

Bowers, John Waite, William A. Phillips(1967), "A Note on the
Generality of Source-Credibility Scales: Speech Monograph,
34 (2): 185-186.

Bozionelos, Nikos(2004), " The Big Five of Personality and Work
Involvement,” Journal of Managerial Psycbology, 19 (1):
69-81.

Brady, Michael K. and J. Joseph Cronin Jr(2001), "Sone New Thoughts
on Conceptualizing  perceived  Service  Quality: A
Hierarchical Approach,” Journal of Marketing, 65(July), (7):
34-49.

Brown, Tom J., and Mowen, John C and Donavan, A. Todd, Licata,
Jane(2002), "The Customer Orientation of Service Workets:
Personality  Trait Effects on Self and Supervisor
Performance Rating,” Journal of Marketing Research, 39
(1): 110-119.

Byrl, N. Boyce(1975), "Real Estate Appraisal Terminology, Cambridge,”
Mass Balinger Publishing, 172.

Campbell, N.(1999), The Decline in Employment Among Older People in
Britain, LSE, London.

N.(2007), "How The Source of Price Information and Affect
Influence Perceived Price (Un)Fairness,” Journal of
Marketing Research, 44 (2): 261-271.

Cardotte, E. R., and Turgeon, N.(1988), "Key Factors in Guest
Satisfaction Marketing Management,” 9th ed. N. [
Prentice-Hall Inc, 276-298.

Cattell, R. B.(1943), "The Description of Personality: Basic Traits

Resolved Intoclusters. Journal of Abnormal and Social

- 105 -



Psychology, 38.

Cattell, R. B.(1946), “Description and Measurement of Personality,”
Oxford, England: World Book Company. 602.

Chang, T. and Wildt, A.(1994), "Price Product Information, and
Purchase Intention: An Empirical Study,” Journal of
Academy of Marketing Science, 22 (1).

Chun, R.(2005), Journal of Business Ethics, 57 (3): 269-84.

Coovert, M. D. and Reeder, G. D(1990), "Negative Effects in Impression
Formation: The Role of Unit Formation and Schematic
Expectations, " Journal of Experimental Social Psychology,
26, 49-62.

Costa, P. T. Jr and Mccrae, R. R(1986), "Major Contributions to
Personality Psychology,” in S. Modgil and C. Modgil(Eds.),
Hans FEysenck: Consensus and Controversy. Barcombe
Lewes: Falmer, 63-87.

P. T. Jr and Mccrae, R. R(1992), "Rexised NEO Personality
Inventory(NEO PI-R) and NEO Five-Factor Inventory
(NEO FFI)Professional Manual, Odessa, FL: Psychological

Assessment Resources.

Cronin, J. J Jr., and Steven. A. Taylor(1992), "Measuring Service
Quality: A Reexamination and Extension,” _Journal of
Marketing, 56(July), 55-68.

Cue, Dennis.(2002),” The Expanded Role of Personality Variables in
The Prediction of Job Success: Using Job Analytically
Derived Personality Predictors of Task, Contextual, and Job
Performance,” The Ohio State University Doctoral
Dissertation.

Dabholkar, P., Thorpe, D. and Rentz, J.(1996), "A Measure of Service
Quality for Retail Stores: Scale Development and
Validation,” Journal of the Academy of Marketing Science,
24 (1): 3-16.

Day(1980), "Research Perspectives on Consumer Complaining Behavior,”

- 106 -



AMA  Proceedings, American Marketing Association,
211-215.

David, James P., Green, Rene Martin, and Jerry Suls(1997), "Differential
Roles of Neuroticism, Extraverion, and Event Desirability
for Mood in Daily Life: An Integrative Model of
Top-Down and Bottom-Up Influences,” Journal of
Personality and Social Psychology, 73 (1): 149-159.

Dholakia, Ruby R., and Brian Sternthal(1977), "Highly Credible Source:
Persuasive Facilitators or Persuasive Liabilities,” Journal of
Consumer Research, 3. 223-232.

Dodds, W. B., and Monroe, K. B.(1985), "The Effect of Brand Price
Information on Subjective Product Evalutions,” Advances on
Consumer Research, 12.

Engel, J. F. Kegerreis, R. J, and Blackwell, R. D.(1969),
"Word-of-Mouth Comunication by the Innovator,” Journal
of Marketing, 33 (3): 15-19.

Eysenck, H, J.(1970), "The Structure of Human Personality,” London:
Methuen.

Fishbein, M., and I Ajzen(1975), "Belief Attitude, Intention and
Behavior: An Introduction to Theory and Research,”
Addison—-Wesley. Publishing Company.

Fiske, D. W.(1949), "Consistency of The Factorial Structures of
Personality Ratings from Different Sources,” Journal of
Abnormal and Social Psychology. 44. 329-344.

Goldberg, L .R.(1981), Review of Personality and Social Psychology,
Sage, Beverly Hills, CA, 2. 141-166.

L R.(1985), "The Magical Number Five, Plus or Minus Two:
The Dimensions of Personality Descriptors. Psychology
Colloquium,” University of British Columbia, Vancouver.

L R.(1990), "An Alternative 'Description of Personality’: The
Big Five Factor Structure. Journal of Personality and
Social Psychology, 59. 1216-1229.

- 107 -



Goldberg, L R.(1993), "The Structure of Phenotypic Personality Traits,”
American Psychologist, 48 (1): 26-34.

Greenberg, Bradley S, and Gerald R. Miller(1966), "The Effect of
Low-Credible Sources on Message Acceptance,” Speech
Monograph, 33. 127-136.

Gronroos Christian(1984), "A Service Quality Model and its Marketing
Implication,” European journal of Marketing, 18 (4): 36-44.

Christian(1988), "Service Quality: The Six Criteria of Good
Perceived Service Quality,” Review of Business, 9(Winter),
10-13.

Gwinner, K P., D. D. Gremler and M J. Bitner(1998), "Relational
Benefits in Services Industry: The Customer’s Perpective,”
Journal of the Academy of Marketing Science, 26 (2):
101-114.

Hogan, R.(1991), Handbook of Industrial and Organizational Psychology,
Consulting Psychologists Press, Palo Alto, CA. 873-919.

Hovland, C. I, Janis, I. L. and Kelley, H. H.(1953), "Communications
and Persuasion: Psychological Studies in Opinion Change,”
New Haven, Yale University Press, CT.

Hurley, R. F., and Hult, G. T. M.(1998), "Innovation, Market
Rrientation, and Pranizational Learning: An Integration and
Emprical Examination,” Journal of Marketing, 62 (3):
42-54.

Husek T. R.(1965), "Persuasive Impacts of Early, Late or No Mention
of a Negative Source,” Journal of Personality and Social
Psychology, 2. 125-128.

James, F. P.(2005), "Segmenting cruise Passenger Price Sensitivity,”
Tourism Management, 6 (5).

Kahneman, Daniel. Jack L. Knetsch, and Richard H. Thaler(1986),
"Fairness As A Constraint On Profit Seeking: Entitlement
In The Market,” The American Economic Review, 76 (4):
728-7T41.

- 108 -



Kassarjian, Harold H.(1971), "Personality and Consumer Behavior: A
Review,” Journal of Marketing Research. 8. 409-418.

Katz, E., and Lazarsfeld, P. F.(1955), "Personal Influence: The Part
lencoe, Free Press, IL. 23.

Kotler, P.(1994), "Marketing Management: Analysis, Planning,
Implementation, and Control, 8th edn. Prentice Hall,
Englewood Cliffs, NJ.

Kruml, S. M., and Geddes, D(2000), "Catching Fire without Burning
out: Is there an ideal way to Perform Emotional Labor? In
N. M. Ashkanasy, C. E. J. Hartel, & W. J. Zerbe (Eds.),
Emotions in the Workplace: FResearch, Theory, and
Practice (177-188). Westport, CT: Quorum Books.

Laswell, H.(1948), "The Structure and Function of Communication in
Society, in the Communication of Ideas,” Lyman Bryson.

Lin, Neng-Pai, Hung-Chang Chiu, and Yichin Hsieh(2001), "
Investigating the Relationship Between Service Providers’
Personality and Customers’ Perceptions of Service Quality
Across Gender,” Total Quality Management, 12 (1): 57-67.

Llosa, Sylvie, Jean Louis Chandon and Chiara Orsingher(1998), "An
Empirical Study of SERVQUAL's Dimensionality,” The
Servce Industries Journal, 18 (2): 16-44.

Lovelock, Christopher H.(1983), "Classifying Services To Gain Strategic
Marketing Insights,” Journal of Marketing. 47 (2): 9-20.

Maxwel, S.(2002), "Rule-based Price Fairness and its Effect on
Willingness to Purchase,” Journal of Economic Psychology.

McCrae, R. R, and P. T. Costa. Jr(1991), "Adding Liebe Und Arbeit:
The Full Five Factor Model and Well-Being,” Personality
and Social Psychology Bulletin, 17. 227-232.

R. R, and P. T. Costa. Jr(1992), "Stability and Change in

Personality from Adolescence through Adulthood. New
York: Erlbaum Press.

Mcdougall. Gordon H. G. and Terrence Levesque(1994), "A Revised

- 109 -



View of Service Quality Dimensions: An Empirical
Investigation,” Journal of Professional Service Marketing,
11 (1): 189-209.

Meyers Levy, Joan(1988), "The Influence of Sex Roles on Judgement,”
Journal of Consumer Research, 14 (4): 522-530.

Mittal, B., and Lasser, W. M.(1996), "The Role of Personalization in
Service Encounters,” Journal of Retailing, 72 (1): 95-109.

Moritt, R.(1999), "Perceived Price Effects on Service, Repurchase
Intention: Toward a Disconfirmation Model of Price,
Quality, Satisfaction, Value, and Brand Name,” Dissertation
Paper, Nova South University, 53.

Myers, John H., and Thomas S. Robertson(1972), "Dimensions of
Opinion Leadership,” Journal of Marketing Research, 9.
41-46.

Noordewier, Thomas G., George John, and John R. Nevin(1990),
"Performance Outcomes of Purchasing Arrangements in
Industrial Buyer-Vendor  Relationships,”  Journal of
Marketing, 54(October), 80-93.

Nunnally, J. C.(1978), Psychometric theory(2nd.). New York:
McGraw-Hill.

Ohanian, Roobina(1990), "Construction and Validation of a Scale to
Measure Celebrity Endorsers Perceived Expertise,
Trustworthiness, and Attractiveness,” Journal of
Advertising. 19 (3): 39-52.

Oliver, Richard L. and John E. Swan(1989), "Equity and
Disconfirmation Perceptions as Influences on Merchant and
Product Satisfaction,” Journal of Consumer Research, 16
(December). 372-383.

Oh, H.(2003), "Price Fairness and its Asymmetric Effects on Overall
Price, Quality, and Value Judgments: The Case of an
Upscale Hotel,” Tourism Management, 24.

Parasuraman, A., Valerie A. Zeithaml, and Leonard L. Berry(1985), "A

- 110 -



Conceptual Model of Service Quality and its Implications
for Future Research,” Journal of Marketing, 1 (49), Fall.

Parasuraman, A., Valerie A. Zeithaml, and Leonard L. Berry(1988), "A
Multiple-Item Scale for Measuring Consumer Perception of
Service Quality,” Journal of Retailing, 64 (1): 12-40.

Rentz, O. Joseph, C. David Shepherd, Armen Tashchian, Pratibha A.
Dabholkar and Robert T. Ladd(2002), "A Measure of
Selling Skill: Scale Development and Validation,” Journal of
Personal Selling and Sales Management, 22 (1) 13-21.

Robert A. Westbrook and Richard L. Oliver(1991), ” The Dimensionality
of Consumption Emotion Patterns and  Consumer
Satisfaction”, Journal of Consumer Research, 18. 84-91.

Ronald E. Goldsmith and David Horowitz(2006), "Measuring Motivations
For Online Opinion Seeking,” Journal of Interactive
Advertising, 6 (2): 3-14.

Rust, Roland T. and Richard L. Oliver(1994), "Service Quality: Insights
and Managerial Implications from the Frontier,” In Service
Quality: New Directions in Theory and Practice, Roland
T. Rust and Richare L. Oliver(Eds.), Thousand Oaks, CA:
Sage Publications, 1-19.

Salgado, Jesus F.(1997), "The Five Factor Model of Personality and Job
Performance in the FEuropean Community,” _Journal of
Applied Psycbology, 82 (1): 30-43.

Saucier, G.(2002), "Orthogonal Markers for Orthogonal Factors: The
Case of the Big Five,” Journal of Research in Personality,
36. 1-31.

Schneider, Benjamin and David E. Bowen(1999), "Understanding
Consumer Delight and Outrage,” Sloan Management
Review, 41 (4): 35-45.

Solomon, M. R., C. Surprenantm J. A. Czepiel, and E. G. Gutman(1985),
"A Role Theory Perspective on Dyadic Interactions: The
Service Encounter,” Journal of Marketing, 49. 99-111.

- 111 -



Soteriou. Andreas C. and Richard B. Chase(1998), "Linking the
Customer Contact Model to Service Quality,” Journal of
Operations Management, 16. 495-508.

Tan Hwee H., Maw Der Foo, Cheel. Chong, and Renee N.G.(2003),

"Situational and Dispositional Predictors of Displays of
Positive Emotions,” Journal of Organizational Behavior, 24.
961-978.
H., Maw Der Foo, and Min Hui Keek(2004), "The Effects
of Customer Personality Traits on the Display of Positive
Emotions,” Academy of Management Journal, 47 (2):
287-296.

Witt, L. A.,, Kacmar, K. M., Carlson, D. S. Zivnuska, S.(2002),
"Interactive Effects of Personality and Organizational
Politics on  Contextual  Performance,”  Journal of
Organizational Behabior, 23 (8): 911-926.

Xia, Monroe, and Cox(2004), ” The Price is Unfair A Conceptual
Framework of Price Fairness Perceptions,” _Journal of
Marketing, 68. 1-15.

Zeithaml, V. A(1988), "Consumer Perceptions of Price, Quality, and
Value: A Means—-End Model and Synthesis of Evidence,”
Journal of Marketing, 52 (3): 2-22.

V. A, Mary Jo Bitner, and Dwayne D. Gremler(2006),
"Services Marketing: Integrating Customer Focus Across
The Firm, 4Th Ed.,” McGraw-Hill Companies, Boston,
MA.

V. A, Mary Jo Bitner, and Dwayne D. Gremler(2009),
"Services Marketing: Integrating Custoner Focus Across
The Firm, McGraw-Hill/Irwin, N.Y

- 112 -



N =4 A=)

I

4B

sHIU A2

=)

M

I

X
alg
el

o) FAAH 20l T

7§ A H] 2~

mK

il

]

o

Nfo
wﬁ

AN
N

el
700

ok
b

7+ =2

7o 2 A Em ATEA o] th

Hoy ulmAE s o] XAl

olo
ol

=5

X
;0.._

]

9

20124

W

jgase]

N

+
g

Tor
‘._@ﬂo

ﬁo
B

Tor

0

o

: 010-3327-4247

13 -

2 7

-

&



rulo ol

A FAG Lol W AE L H el
VP AR she] FA17] uhghvch

23]
H g
Hy wa 294wt

i OLT;]_ ——l%i‘:]—
W7t o] &3 FAGAE HYZ Lo 9%

1 Ve oelel 6|6 o
skal Atk

2 | MG ALYy 2AE Y $R2E GAHEY D@ e @ 66|

3| TR APFAL A RE AT Ve e ® o 6| 0
AAZL, SR, AR 5 ool # Ay

4 Ve olel o6 o
o] 9t}

5| TMAY ArS4H 2 E45Ee devhg] D@ e @ 66|
TN v A& dgd ¢ JdE S5

6 i Ve oelel 6|6 o
AEA S k33 At
SN A= A E719 ws] &7 FA At

7 Ve olel e e o
AN
A Hel Al AAEARD wiE et A

8 Ve oelel 6|6 o
7] &St}
TMARE U 274 S 438 AP

9 D eloleo|e| e o
FA .

10| S7hA el A 9Le oojnt=za F£&3A ) D@ 0|l@ 6|60

11] 7~ Agd e &3 go] gl D@0 06|60
W7t AZstad A B AAIRe] @

12 Dol olel 6|6 o
HAg
SMARS] RS o] AP AAH =&

13 Ve oelel o6 o
o] HArh
FTAMD AN AHREA(uin] = Jd)S

14 DO BD B B® D
A skt

15 b= et /A2 A9E A3 2okt DO BD B B® D

16| T/MAE vof k&g Auj2E o] 5l th D2 3 @ 6l 6 @

17| Yo AdE 993 SAAE Al F s, D2 3 @ 6 6 @
FIMAFE W A AR diEf HES & A7

18 o D2 BD B B® D

- 114 -



L o552 AsAM Aol o] &stil THYPLEY F5E0] A3 HES
Utk Astel AzE VP A ste] FA17] vhsid
1:— o
b NE 23 S s b
kA &t
W7 e 3—7HA1H]&_—E A& FA(FTrR)
1 D@ e @ 6|6
ol’del 7HA7F A
2| W7k A =3t T7H TR obgA Fskd Ve el @ o6 0
SRR SAFTRe A48t D2 el e 6|6 v
, AdztA s vad o FieEFRs T
D@ e @ 6|6
o Agzrsie
M. o522 FHrol ol &8t THPALE BdAA 2AFE RALA
e W&dych Aste A4S “V? A2 skl FA17] vy
1_:_
¢ HE 23 4 wgem M
= ot S
Wk ol THdAE WEwate] FH
1 D e@lele e el o
a8 5.
W7h ol &3 YL E tE AbgelA A=
2 D e@lele 6|6l o
FHs A
sAdEE BARE W7 o83 FAELE
3| .. D@6 e 6| el o
T8t
V. &2 Aste] 43 AFd & y&yddch FAste] A4S
“V* A3 sk FA7] vhEY oL
BE o
: g w3 g g
o} i
1| e sty dertsitts 22 & Hojth, @ @9 | @5 6|0
2 | vz wjabel A gk Hol ® 26 ® 6 6
3| s e 9o BAIHME HJS Ax it |2 0|e 66|
4 v A 2ol slolA A=A ot P @B @ 6 6 0
e A2 AFES AR o W7 o A5
5 D e ola 6|6l o
ol
U 2oy &EolA whits At e by
6 D e ola 6|6l o
& £7]& ¥eolnt.

- 115 -



o & |ele|lelee| & |
© © 0| ©|o|ol 0 © | ©
© © o 6|loo 6 © | ©
@ @ @l e|lele e & | @
o © o e|leolo e & | ©
| @ |@|le|leleole] @ | @
©l © |ele|elo|le| e | ©
- Mo . e o
o) T ~
oI~ ol ,UI
= |oF = - ~ )
_— —_
T R B Mm o
o . —_
2 (oo | g
— | e | =) =i
0 N _,oowr mi
<P ok ESA IS R R - SR
ST EE T
ol |= o | o o || o %o
< wr | BB o | " N
Bl | * TR
Byl S
R G I B o R
I e R T N
w%e | ol | Re | (R [T
ca - A
RN EERE = R R N R B KN TR K R w K R
gl on willecul Hon wll R il il o ol o ol fn o S S
O TN M <F @)
[ o0 |~ | || — —

Fol QwAQl AU

S

7

o
= g

VI. 93

@

@ 3041 ~ 404 ==k

@ 2041 ~ 304 =%k
@ 4041 ~ 504 m]RE

¥

%0

® 604 °]

@ 504 ~ 604 wwt

@ /A ] 2

@ AH7/ee
® A%

71 EK(

o

Mo

—

@ A4 A/ NAA

il
NI

;OU

AR EAIEL
@ Tl o

zol el

Q@ =M

™

~

1

;OU
23]
_foﬁl

1

@ 300~400%F =gt

e

T

@ 200~300%

116 -



@ 400 ~ 5009k =] Rk ® 5009k o]

6) Aske] 7AF 7t FAHLL?

7) Ask7E o] ARt FE GFRE?
vIE 2 2% @ 3% @ 3% o4

10) A8t7k Aol Adjd 253 AdNG L o= Hm YU
[AAE BEFH(AADA1000 0.2 Farste] gste] Fa17] vhgh]
-OéJ

(el A:9 100991 e 1o}9io = #, sarstol wFEI T4
@ v /69 wRE @ Wil /69 o] F @ WA/ 34 wwt
@ AA /3999 o]F ©® €A /399 m © dA /399 o] %

) !
Ao @ FES ME @ A4 g @ A Ao
FohA: @ FEN Y @ A4 9R @ 44 97
12) A AN FEL B el HAYRE 3 3 Fopw sy

13) Ask FEA ARE ool Gase] o AU (B5H

7Fs)
O ES @ of= Abd FH @ TV/AIE/4HA]
@ <1yl ® 71EK )

weninnins AT SN FAA B ZAGUD wennknnns

- 117 -



ABSTRACT

An Empirical Study on the Effects of Service Quality in
Real Estate Brokerage Business on Brokerage Perceived Fee
Fairness and Favorable Word-of-Mouth
-with emphasis on the moderating effects of customer

personality characteristics—

Kim, Yong-Jo
Major in Marketing
Dept. of Business Administration

Graduate School, Hansung University

Opening of real estate market, foreign exchange crisis, real estate
oversupply and excessive turning out of real estate broker led to the
business deterioration and severe competition in local brokerage market.
and government's real estate policies could not impact on the
vitalization of real estate transaction and the regional economy
resulting from long-term real estate business recession may be
concerned,

The real estate brokerage business has been changed rapidly from
the small business with simple agency and commission functions to the
customer—-oriented market to meet the various customer needs with the
advanced marketing skills such as reinforced competitiveness,

transaction transparency and reliability and service differentiation.
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This empirical study was intended to identify the moderating effects
of customer personality characteristics, transaction amount level and
customer gender characteristics on the relationship between service
quality factors and customer’'s perceived brokerage fee fairness and
favorable word-of mouth in real estate brokerage.

Based on the advanced research, this study utilized 3 primary
dimensions ( interaction, physical environment and outcome) for service
quality, and 3 moderating variables such as 5 personality characteristics
(conscientiousness, extraversion, openness, agreeableness, neuroticism),
and this empirical study intended to identify influence difference
according to customer gender characteristics.

In addition, the cost in real estate transaction includes real estate
transaction amount and brokerage fee. The customer who is satisfied
with broker’s service quality is willing to pay brokerage fee and make
favorable word-of-mouth, and this study intended to research impact
difference by moderating variables on brokerage fee fairness and
favorable word-of-mouth.

This study’s credibility was secured by the customers who
experienced real estate transaction recently and this study proposed the
upgraded strategy for the customer’'s perceived brokerage fee
practically.

So this 1s the practical research to propose the effective marketing
functions and practical guideline throughout the nation to the regional
small self-employed real estate broker through analysis of influence
between real estate brokerage service quality and brokerage fee
fairness & favorable word-of-mouth.

This study shows the following results;

1) Customer satisfying interaction quality and outcome quality of

brokerage service quality has a good influence to brokerage fee
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fairness and word-of-mouth. The real estate price is generally high
and transaction would not occur frequently, so it is more important for
real estate broker to keep an eye on interaction service of
moment-of-truth such as confidence to transaction, professionalism and
maintaining customer’s confidentiality rather than physical environment
quality.

2) In order to make customer to regard real estate brokers as
professional after transaction, the real estate brokers are requested to
advance their competence and to develop sense of responsibility and to
provide high—quality service to customer, and these efforts make
customer to be human resource to help broker, to re-visit and to give
favorable word-of-mouth.

3) In order to provide the customer-oriented brokerage service
through customer segmentation and differentiation for revenue
improvement, this study analyzed customer personality characteristics
to identify how customer’'s personality impacts on brokerage fee
fairness and word-of-mouth and found that customer personality would
influence on brokerage fee fairness and favorable word-of-mouth
partially, and this may provide practical implication for individual
marketing strategy establishment in the future real estate brokerage
business.

4) The moderating effects of conscientiousness, extraversion,
agreeableness, and neuroticism from customer  personality
characteristics on the relationship between outcome quality and
brokerage fee fairness are meaningful. Generally customers perceive
brokerage fee at balance due and they think trust to broker and
transaction information confidentiality in the transaction process more
important to achieve transaction outcome.

5) The meaningful difference could not be found in the investigation
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of moderating effect of customer gender between service quality and
brokerage fee fairness, but good service quality impacted on the
favorable word-of-mouth regardless of customer gender. The male
customer valued confidence to sale article, broker’'s professionalism, the
quick response to requirement and ability to resolve problem highly,
but the female customer focussed on achievement of transaction goal,
fulfilling promise, transaction confidentiality, convenient location, interior
and appearance out of outcome quality and physical environment
quality. So it is very important to segment real estate customer by
gender and to provide the different service.

Lastly, this study analyzed brokerage service quality’s direct impact
and interactive influence on brokerage fee fairness and favorable
word-of—-mouth, and this may contribute to provide the base for
extended study about real estate brokerage and provide the various

alternatives.
[Key Words] Brokerage Service Quality, Brokerage Fee Fairness,

Favorable Word-of-Mouth, Personality Characteristics, Transaction

Amount Level, Customer Gender Characteristics
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