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B714Q HAE SHAIZIEE |uiAle IAo] sk Zlo] RSl

M 712E T2 Aol Rglolx] <lx|Fle] 1Eo] Wil sxE A@A

rr
B[l
o

k]

1—

&5 "], Wze &di= dsiy dAe PAE fAsHEe Hxe
oAl Aot (@A qt, 2013). Aol lo Aol BAE M

a
71X olst, ols FARARES] ATIAd wHlM 712 &9
1

_26_



1o wele W%, Ame] A%H BAS AL-§
= =@ER24, 2019; Berry & Parasuraman, 1991).
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FAeks AL Ao FI|BAE THAZ|H= wujRbe]  ofgko]
Ao, AL A= uAZo] TA <o HEEA st HEo] 7
=2 AI@ER2A, 20195 Liang & Wang, 2007).

oo & AN 2A45(2013), H2A(014), [1FA(014), A
219(2016), v (2019), HF=(2021) To AFE HEoz H7]|A]
FAoldt, AHIRTL AHHA AH A S 7IHtew £ 79l o
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I 2-4] Z7AFH ] A9

Q7 A g &
o VAR ols] PAAY AAHY PHeAH AR 5
T 3 23w el we) AR Aelnl Aol BAE fAEE
16 21 W RAE gERAY sl ARARee e
5] ol &
j°: ¢ So4el AnE & gk 718t =He), 249 PFlAE
2014
BARAE Sl ddo] Fold W BASES Fotste A7)
o mEelmel we 9% wAL age ulgdd bg 1A
Aen
e N R SR, S AL Ans B 9Fe 8
2 AYRAEE 2YAA dapaA sl
] 7129 BAE FUAYlEE BElE 1ol fshs o] ol
HA|s
o om ael by e mEA adstel ame] gse %)
e

nh2g AR weidA] Thel wAA AIIAF S e aFE
(2019) & Z=35}H, AFg7ho] o]ole =7}

242 FAFH) APAT

AT olno] Aolg olmel AWH HHL FZolt o2, AT
ol @ga%-%ﬂ ez FHHL 7 oEE oot AASe

g = ﬂﬁ%@aé_ ﬂﬂ#ﬁ7VVﬂHq®Hh;2mm.
A7\ AFAAE AAF gz Aastsiy #A 62, A AHAE &
2, A28 A oz FEsIFen, AVAFFL w2 ouz Al
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H1. BAAE 2 au|ete] 2tx2@ Aol A(H)9] 9= vd Aot

Hi-1. A=l sulgete] g o] A(+)e] dgke ud Aol
Hi-2. nA9ds svzete] amgde] Ao Fgde wWd Aol
o,

HI-3. AXolmAL 4wlzete] stmgie] Ao dge nd A

ol}.
H2. AL auke] Z71A%4e] Ao 9L ud Aol

H2-1. Agle AulAete] g7]A50] B(+)e] dge nld Aot
H2-2. ASHE auzete] 47240l (e FFe wd Aol
.

H2-3. AxolulA: auzete] A7|AF4e]l H(He] FFe wd A

olct.

H4-1. 2tz AlFer Auxte] Z7IAdAdel wiAl d22 & Aol
ct.

H4-2. =t2d4d2 aAedet auzte] B7|AFEl il 9gs &
Zolrt.

H4-3. 2@ A2 HEo|nx|et An|Ate] A7x el mizf Jg< &
Zolrt.
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35 &3 =79 14

= e A 53
=4, BARHIY, G4, BARY, PIABYCl BR F 48R
T =,

A, ATEASH EAL HANAQIYY APATE wEom 23
st ¥ A7 o] wet 6RFOE PHSYT FB HZE Agota
.

SA, ATARS B9AQ02D, @esh2019) ol ARATE o
oz 2 a7 owd mel £, Hase] 23EFoR Tt S
Hzg Agatert.

WA, SEFHES HFSQo2D, oldfE202D) Y AYATE wigo
2 B 97 guo] wel 44, sty 10270
=2 Agatan

G, AIARES AFL2D, HEAQY) SO AWATE w

gom ¥ Q7 ojmd] we 54, meksll oRgos TAs 57 4

il
-
o
ol
2
[
ol
o
2

P 2ol EHEL ‘1 Ad a2z gt 2. O8] ot} 3 RE
olc}, 4. 2%t} 5. wWj¢ 1y e] 53 Likert AE2 Z4stoch

49 2345 2 A E:
ol LE A BHA
*;ﬂﬂ 4 6  AWAQ0I8) PEAL
e}
] Mo = 41(2021) =7k
A fel, e, 23 i e
Hazolm 7], A-235+2019) ># Likert
. A 8F-2-(2021) ERAE
6:]/\‘] o o1 o )
REE 10 o]of|4(2021) 57 Likert
] A 8F2(2021) ERAE
A+ 7] 2] SFA] e o
1419 / gk 4 (2019) 54 Likert
Rl 46
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121 slojafe] A= A3 St wARA"Cl AVIAFel WA=
FFe ASSH] At FHoR SPSS 25.08 ARgsSte] o2y e BEA
HAAE A8t

AR, A7 gAY dFetd EAS AWE7] st HIEEA
(Frequency Analysis)& A5+t

A, SAEF FANE HIEE Ao fste] 29iA (Factor
Analysis)& AAISFAY, SAE=FY] WA d¥de ASSH] fs A==
4 (Cronbach’”  a)& AAISIAT. Q%74 oA=  Bartlett®] ©3H
(Bartlett’s Test of Sphericity), KMO¥] BEAYL
(Kaiser—Meyer—Olkin’s Measure of Sampling Adequacy, ©|st MSA),
35 A R4 (Communality) §2=2 2z @94 AHE 7Fside od
T, TR AT VerimaxE 4-8o5to] 81EA4S st
AR,z " e Ae HRAS dotRY] fiste] A4
(Correlation Analysis)-2 S}tt.

UiA, etxgAd, BT7IAF Lol diste] ZAFNASARS] dRbA EAdo o
2t Zpol7b QI=AE Fotkr] fste] =HER t-test H AUH]R] EAT
B4 (One-Way ANOVA)-S At

oA, PARAG o] BRI wAe T, BARALC] 2hxEF
dell mlxlE G, SEFdol AVIAFAL mAle dFE AScH] A
slo] T3] AE A (Simple Regression Analysis)= A A5}t

oALA, TAUAE ] HEFHS mZi= skl FA7IAFl mAl= 9
Fs BAoH]  fste]  wisiEAEA (Mediated  Regression  Analysis)&

AHg3tect.

_37_



V. a7 A% # a3

4.1 ZAALS] Ql1EAISHY EA

B A7 iﬂ'ﬂ”ﬂlﬂ Slo4re ol 8% Ho

BA Ax AEe A 2gAte] 75.9%7F oA, 24.1%7F HAHCR o
5l S A5k Q= Ao R uERytT
© 200 36.2%, 30th 22.1%, 40t 29.3%, 50t o]Aro]
12.3%9] <=22 yeh} 50tfe] §EA7F 42 BEEZE YEHSIT
oAk o] gt 7|72 370 uwigto]l 12.4%, 670E ol 14 njukdl
AL 20.4%, 19 oA 24 ujmkel AL 21.6%, 29 oA 3 ujutel 7
L 24.4%, 48 olAel AL 21.3%= UE} AH|xFe] tiEEo] jojAk
19 ol ArjHoez olgstes AS & & AL

1 = _,—

FEFVE UHEe 18] FEstE A 4.0%, 2710l 18] WEshe
A% 33.6%, Yol 18] FRSHE ¢ 31.0%, 47490l 18] PEsh:
3% 200% SAY o A R PEE FE 1032 shin

64.67%°1 o2 tiniel 4zt 2~34del & WA slolire WRa:
J(ZHH) 41.9%, SNS = E2%

AMsto] WFESE AL 14.7%, A9 A7) 34.8%, BT 86% &o=
o] {AFet z]Q1e] AJHo OJR|ste] Bfoj4F
o
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(3 4-1] IF-AIS 54
(N=348, %)
ik H = (N) H 28 (%)
A 84 24.1

ek

94 264 75.9
20tH 126 36.2
- 30th 77 22.1
40th 102 29.3
50t o4 43 12.4
1'd gt 43 12.4
1d-24 gt 71 20.4
o]-&7|7t 2d-34d w|gt 75 21.6
3d-43 ot 85 24.4
4 o4t 74 21.3
1714 13 14 4.0
2714 13 117 33.6
7] 3704 12] 108 31.0
4714 13 73 21.0
570 ol 36 10.3
2] (THh) 146 41.9
y sns ¥ B2 51 14.7
- ZQ1e] 27 121 34.8
HIC 30 8.6
Al 348 100.0
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42 33=79 BgE 9 A= FF

B ATFAAE HYE FHE S BAH aqRAe ANsta. 2

S

d2 FAE —E—’-\#(Principal Component Analysis)2 ]85}, 2917
(Factor Loading)+= #u 3] (Varimax Lotation)& AAlsttt, 24 ZAx}

ﬂ%i](Eigen—Value)ﬂ- 1 oJAto] &= QoS =5t

2A12] & (Reliabil 1ty)1_ Crombach’s &« AlFE o|&sty AELsE SAst

o] = EX(Princeple Component Analysis)% =

Alstglem,  QdAAq2Y] ©estE 9ol AwRd HeHWA(Varimax

2 AMESHATE. @& F (Factor Roading)2> 0.5 oS

M owes ge gmwd 9¥ Age Loping

Bartlett®] 49 HE<S sttt E

sl KMO(Kaiser—Meyer—Olkin) 2|48

wARAG et 54 =79 g 3 A4l

Ao AARE At [F 4-2]9F P
SAEA] AREE 237 22

237 5 49, oWl 10%1, 1591 232 aQAA ¥ 058 5k R

9ol HgHAUt. KMOASE 09412 EHEO

A
2 ggstde

$ W5 Aol AP Bl

st AAT & AE 1
Agdol  #EIEen,  Bartlett FAY  HISAE  x® =3854.918,
pL0.000= W= kol Aol YA wAYe] AFTHUL, FAHEAT



a) %

A & (Factor)

F 8919 AlZ] % (Cronbach’s
4-219}

°

ir
ar

A

&) T 09382 Ut BAdom 48

99 T ui-<l

EQ=Z [

olxl 37
A7 0.890, 1A Lthrt 0.850, MEolm|z|7} 0.8652 UrERFOo,

61.298%2]
AA AZ|E(Total Cronbach’s

o

—

AuHA
AR <]

o

—

3
4=2] PAAG A o

{9l
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o

1—

(Cumulative Variance)
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ngAe  Hulso] izt 2E G Age 434 586 270 604
53 ot Yot Au|AE AlFSith
meae o] R golgslsie] & 395 532 287 521
g5k Qlch
mlgae w7 AAellA AHAel A 432 511 248 510
< Ztt
o Ale] HATo] oo =cf. 205 390 705 691
n]g4o] olgalo]7} npgo] £t} 160 373 693 644
o-gAlo] WAL (A AZTAA, A .169 440 .668 .669
2 o]gstrlo] HeElste®E FH|EFo] QL
c}.
0§42 oA P AH[AE AFEt 457 272 .604 648
c}.
mgde AmAel A4S by AulA= 476 184 582 598
AlZqtt
ngAe y oxo]A mEo] Halsh 194 -.024 552 343
of ot
o8 AL o4 Al&shs AH| A tiE] .390 431 515 604
AAIHA A giet
7107
vt (Eigenvalue) 9247 1398  1.002
B AR (Vari
b8 (Variance, %) 48667 7357 5274
(LR PAR - -
=2 B AHCumulative Variance, %) 4S.667  56.024  61.298
A Z%E(Cronbach’s @) .890 .850 .865
AA] AZFZ (Total Cronbach’s ) 938
KMO=0.941 x? =3854.918 p<0.000
422 2txggdof gigt g ¢ A= H3
gtxgdo] Uitk 54 =9 HYELZE AISH] fAtt 89084 Ay
E [® 4-3]7 2o
=4 T2 AgE 1089 5% 9084 e FTEoioeH, od



Qolog ZZEt KMO A4 09372 H‘EO AHZP4o] FFolEglo

™, Bartlett 7438 HISA+=

wol  AgH  pAUo|

x” =2548.304, p<0.000o=2 H

ol FHEAHCumulative

s
T

el A

1

Variance)<

a1
65.412%°] ARde Rtk QURAd Aol AE P agl
dEgiel A== (Cronbach’s @3 0.94002 yeht FAH Fgol
Pt Wd dAEg =k
(% 4-3] 2HEPAo] B e 2 A=e P
el
= & (Factor) IEA
1
9. W7} oIt ulgAd] dal ALEIA FHHOR 844713
T Aol
4.7 ol gele WAl fot T A LAt Bz 00
8. 7t olgste mlgdo] avfet AEolziw A=t 81 691
Zhet.
2. W7k olgate wl8Ao] Aulag o8 o EH S
10. W7} ol-gshe slgAlel B3to] 2t S
3. U7} olfete mla4e WopA A% 820673
7. W7t olgate mgdo] Fi Hewe T g 776603
5. Wb olgehe el did) ANE LA PE 73 597
o,
L U7} ol 85k e ful 2ol 9ln Amlglc 768989
6. W7k olgat ulg4lo] Sk Huo] Aol Bt J67 989
-7k (Eigenvalue) 6.541
244" (Variance, %) 65.412
=B AHCumulative Variance, %) 65.412
A= T (Cronbach’s @) 940

KMO=0.937 x* =2548.304

p<0.000
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4.2.3 Z7123F ] Hig B 2 AlEE HF

A7IAF el di 24 =70 BHdEE "ASch] dlsl aded 2
W= [H 4-4]9F 2t}
54 =72 A8E 7EY BEF adAA IS FEShen, 9 &

oloz Z=Zr9rt, KMO A&$E: 09112 FEo] HghAlo] delEglon,
Bartlett 4% HASAE x* =1662.694, p<0.00002 ¥4 7+o] Aol
A4 IAYLe]l 2RIHAJA, FHEAHCumulative Variance)-2

o A9EE Byt QAR Agsgte] FelH oA @l A7|A|F
Aol ANF % (Cronbach’s @) 09152 Ueht} EAZA 4-8o0] 7153 U
4 QAR B

~—

[ 4-4) G gt B B AHE BF

OLE ]
= St (Factor) ©o°
1
4. W7h olgste w8 el 9] AREAA o 886 784
Koz I Zojrt,
3. W7h ol&st= mEAS ZiSolu BlelA FHE .880 775
Zlolth
5. W7t vl8AE o]8otHA I FEE tE AIEE .848 719
oNAE &elE oaFo] Ut
2. U7b ol&ske mEAHA A&KAHo=R T HAES .820 .673
Tt Aojtt
1. Y7} o]gst= ulgAA A&HoRE m§ AMHAE .806 .650
ol Ao|tt.
6. U7t o]&st= w84l ojdE stHZtk AL o]& 762 .580
o Aoltt,
7. Wb olgele mede] adol tha eadaw 7 762 580
% o] Aol
217k (Eigenvalue) 4.762
BAA (Variance, %) 68.024
F=2Z B AN Cumulative Variance, %) 68.024
A2 = (Cronbach’s @) 915

KMO=0.911  x* =1662.694  p<0.000
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A ko]l AHIAE BAHt ZAdto|ty, TARPARS] Sk 4l 4l

VALY (=0.700, p<0.01), HAZolu|x](;=0.697, p<0.01), =T=F
A(r=0.783, p<0.01), A7IX3FH(=0.708, p<0.0D] ZEAHoR {9
g AAG) AUEAE  Hioew, IASdE= HEon|A|(=0.742,
p<0.01), ZHEFAG=0.725, p<0.01), F7IAFH(=0.644, p<0.01)]
SAHeR folgt AAG+) ABIAE EAch HZomxE AP
(r=0.694, p<0.01), FA7IAFAH=0.595, p<0.0Do] HFAHo=z {Folgt

A AWHAE How, e AIAFAEE=0.832, p<0.01)

A A

. 271
= A1 [e]
ag mAem ORI ERE gy
o AlE 1
7
o 19 700%* 1
7
L
9z 69TFF T4p* 1
A
SHEE A J83FE L 725%F 604 1
BN AFA J08**  644%*  505%* g3+ 1
**p<0.01
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44 QurA E4o] BE 2A

2 Ao HEPA, A7IAFAEA tiste] AR dRbA E4
wel zol7b 9i=xE ol y] o5te] EBTE p—rest D AU
A2 (One-Way ANOVA)S AAlstao. A4 30014
e mEsge W, AT A Aolol B Aot 9
Aot AFEHALS Y BE 7 ZAY tael AEglel A 7Hs

Scheffe TestE& AA|S}IT

O Hr &

e
o
9
kT
N

o

FUIVYe ATYL BERD FTY AL Ao

4411 o] T Q=)o) zjo] B4

Ao mt A= QAo M4 zpolzt Qe dotR7] Qs SHEER
t—testS AASFACE [E 4-6]2 Ao w2 AT QA9 ApolE EHA
ot AW=E t=-3.018, p=0.0032 Fo+= 001 7|FC=2 dto FA

Hog fosH uyebgtt. webd AREVES 7127, giErPdo]l AEE o
Ao et A1 Q12 H4of Zfolrb ok & 4 Qlty @A Ho
3.876974, oJAL 41131402 JAHTE oA Alg] Qo] =o mWi
A4S YEhich
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(3 4-6] AE o2 =9 z}o] (N=348)

TE e
_ f: -3 t(p)
N B3I maop)
o4 264 3.8769 61017
Al
-3.018(.003)* *
A 84 41131 .66875
**p<0.01

4412 o] e 3ATe] Ho] BA

Aol wEt aASY Q1A o Zpolrh QleA] LotEr] fls) =H
BE t-testE AAISITE [B 4-7]2 Ao wE nAed <149 A
2% ATE =-2300, p=0.020°08 §Ol5E 0052 7Eo=
st yergo. wetd AFrEdS 717, o

o] Ao wet uAed A Ha Apolrt

%1
62567, FAL HdF 3.8274HoR ofAHtt dAle 1AL

gL 3 d
Aao] 2 Wit FE bt
(% 4-7] 8] mg 1A 2ol (N=348)
28 245
wz3}
——ﬂ —
] 4 264 3.6256 69163
ek -2.300(.022)
A 84 3.8274 72738 *
*p<0.05
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4.4.1.3 Ao mE Hxolu|z|o] o] HA

el wat Haolur] Q4] Aol Hol7h gleA] Fotwr] e =
URE (—testS AAotATE (B 4-8] Ade] w2 Hxmolu|z] <14
o] zlol2 BAT AR =-1.881, p=0.0612 {oJFF 0.052 7|&FC
2 oto] BAACR {ofoiA] ¢A dethth wEbA digrbEde 717 A
F7Hdo] Aeix]o] el weEh Fmolux] Q1A HSeo] Aolzh gl

g & 9k

v}

(£ 4-8] Ao E2 Hioln|z]e] z}o] (N=348)
el Hazoju]7]
| E—Z"——;
o4 264 3.8360 64379
A
-1.881(.061)
A 84 3.9881 .65040

4414 o] T Pl o] BA

Aol wmet 2Py Aol Aozt UeAl dobEr] 9o =dHEE
t—testE AASHATE [E 4-9]= AW wE AP AolE HA
g AME t=-2068, p=0.0392 F&= 0.055 7= SAAC=R
FolstAl debgTh webd ARIPdS 717 diEzbde]l AEEo] A
w2t 2t ol zpelzb vk & 4 vk @8 W 3917, o
4 3 737er A4HT dAo] HRyPA oo AdiHoe=r vzl

£ BF A4S e
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(3 4-9] Ao & g /go] zto] (N=348)

78 SRS
bz} AL
N BRM) D t(p)
o4 264 3.7364 .68507
Ad -2.068(.039)
A 84 3.9179 74707 *
p<0.05

4.4.1.5 Ao 2 ZA7|xFF Q] zfo] B
B o AAS AN (B 4-10]12 Ado| wE Ay

=
of Aol ANAFH Arol Aot glomm, e FIIAFHe
%

(3 4-10] Ao E A7 2FFe] zpo] BH (N=348)
= F71AF
prte
=3
N 2o (M) HA3HSD) t(p)
o4 264 3.8355 72736
84 1.688(.092
TA 84 3.9864 66735 .688(.092)
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Mz
o)
o

AASIEEL Nol 300149 Agel: FAFTAY RS WE
smE A4 P A =

3 pil
b, g7 HDS ‘BE HJdo] gyto] BF TR = g ol
4.42.1 Aol mE A= Q12419 zlo]

Aol whet A= Q14 Aol Zpolzb ] FobEr] s dHuiA]
A2 (One-way  ANOVA)= AASHAH [ 4-11]2 d”o] wE
AF QlAle] FolE EASH AvZE F=5282, p=0.0012 §<4F 0.001
Ho} o} FAAOCR foJotA uvetyth wEtd ARVPES 717 dilY
7pdo] AjEiEe] Aol Ao wt Holk F ek Atolox A= 4
ol zol7h 9kl dF 4 9ok Scheffe test AT 20t 4.0278, 40
e 3.73042 UeRg AE] o] AdHos w2 ¥dE H4E UEY

Mo
g

[ 4-11] Aol uh2 Ao 2] 24 (N=348)
A=
TE2
@ e Er= oS F p Scheffe

20Ha 126 4.0278 .65038
30thb 71 4.0303 .65713

ik 5.282 .001*** ayc
40t c 102 3.7304 56339
50td 43 3.9690 59234

4% (0,001
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4422 Ao T2 ALY 14]9] ol

Aol weh 2A Hepol Ael7b Al dotE7] ffs| ddHiA]
AP (One-way ANOVA)S AASHATE [ 4-121= Ao w2
aAed Q1A zolE FAHY AR F=5.020, p=0.0022 ol
0.01 Hot zfo} FAcz {FosHA Uetdnr w2td A57Hde 714
E7Hdo] AEEo] Ao wet Aol F Hd ApoloM yZled A
g oo AZol7b vkl & 4 Utk Scheffe test A3 20t 3.8003,
A0t 345752 uEhY Ao AHHeR w2 ¥ Haes UE,
40t Ee 20th7E o A 2ol dgee o 4 U siE.

o

[ 4-12) Aol e nALTe] Zo] B4 (N=349)
73
T
. B Er=h bt F p Scheffe

20tHa 126 3.8003 71462
30thb 71 3.7489 .68645

A3 5020 .002**  a)c
40tfic 102 3.4575 68605

50tid 43 3.6860 65284
** p<0.01

4.4.2.3 Aol o Haxo|m]z] Q1A9] o]

Adol uwet Fxolm|z] Yo o]zt QlER] dotkr] fla]
BAEA(One-way ANOVA)S AAJatgleh [# 4-13]2 Ao ot
Hxolulz] QlAe] xztolE EAQt Atz F=5020, p=.0022 {25
+ 001 Bt zop 5AHoR {olshA uebdrh wEbA ARIHEE 7

N

lru
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7, diE7rEe] AEEo] Aol wet Aol & e Apojolq Hiroln|
A Ha m@atol Apel7b dotal & 4 Qlek Scheffe test A¥ 20t
3.9853, 40tiE 3.6961= e} Hpo AHFom E2 WHd HeE

il

LreRdlo], 40tiEet 20Th7F of A Faxolmx]o] WS & 4 S
Sfj=tt.
[E 4-13] Ao mE Hxo|m#| 9] 2to] E4 (N=348)
axolu]z]
T
n o EFHzE F p Scheffe

20Ha 126 3.9853 125770

30tb 77 3.9573 .56769

o1 4498  004**  a ) c
40t 102 3.6961  .59249
50thd 43 38106  .58381

**p<0.01

4.4.2.4 AR w2 AP A4 Aol

Aol whet shEgy Mol Aolzb QlER] dotkr] e ddHiA
FAHEA (One-way  ANOVA)S  AASEATE [B 4-14]= Ao &
gtxgide] zolg EAT A:M=E F=4750, p=0.00302 Ho|5
ot Ztol FAHOR {olotA uetwth wEbA ARIMEE 717 diY
7pdo] AdE]o] Aol Age] wEt Aol T Yk AtolofA rmgsy

W zelrt Qltkal g & 9drk. Scheffe test A3 20diE
3.9190, 40t 3.57652 e} SEA Ao AgHom ko ma

5 UEte], 40, 50tiETH 20tH7 o A 2EE g4l S

I
N
o
=

F
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[E 4-14] AFel T PG Aol 74 (N=348)

n o7 EEHA} F p Scheffe

20tHa 126 3.9190 14272

30tib 77 3.8273 10704

A 47750  .003** ayc
40dc 102 3.5765 62777
50dd 43 3.7721 .65948

**p<0.01,

4425 Ao w2 A7|x|JFA ¢12]9] o]

Adoll wet A7 HEol Aolrt QR dotkr] e ddu
A #AHEA(One-way ANOVA)E AAlsHth [# 4-15]= Aol o
2 A7IAFEY Folg BAT AT|= F=2.493, p=0.060°=2 HF&E
0058t 7 FAHCRZ folotx] oAl uetgtt. wEbd giEsbEdS 7

_(I_Dr_
Aol A ol VAR He B2 Ael7h (Lo

1

[E 4-15] Aol wf2 F1AFA 2ho] B4 (N=348)
AR
T2
A b= Er=S F D Scheffe

20 126 3.9785 71075

30t 71 3.8850 .81442

re
ol
N
~
Vo)
w
o
oy
S

n/a

40} 102 3.7213 .61941

50H 43 3.8937 71503
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Al Ad ol e shel SYRert 377 ol HdelAd Hd Aol
Bizp & wf, gE AR St Hle HEE UEStER dduiA] &
AEAe AAISEA

Z,
o
W
S
o
o
r o
o,
o
o)
rir
ofN
uta)
1
s
o,
fn wm
o
=
ox,
o
=

X,
i
1o
o,
EX

Mo
My
)
fu)
it
N
e
o
o
!
rr
N
i
lo
o,
el
o,
!
=l
iy
R
rlr
5%
=
o
o

4431 o|g 77l wE A= 14]9] ol

ol-g 7|zl wet AlF] ol Zpolzt UEA dotHr] s AHHIA
BAMR A (One-way ANOVA)E  AHA5H4 4-16]2 o]& 7IZte
o2 AlE QdAe] ZolE FARF AWM= F=1.925, p=0.1062 Fo|FE
0.05 ¥t zB=2 FAACR [t A debgth wEbi digrd
= 717 AF7Hde] AElEo] Hojk ofg Z|Zto| wet 4l Ha Hato

Aol7k gk & % ek,

=
P

(& 4-16] o8 717e] ME Az|o] Hpo] BA (N=348)
=
=
n gt BEETAL F P Scheffe

IR 43 3.7016 .58932
1-29 71 3.9460 .65452

;i 2-39 75 3.9200 .66461 1.925 .106 n/a
3-4d 85 4.0137 .63372

43 o)Ak 74 3.9797 .57995
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4432 olg 717te] 2 RALT Q49| o]

o|-g 7|zt wet AT Hao zolrb QA dotkr] Qs A
vz EAREA(One-way ANOVA)S AAetart. [ 4-1712 o]& 7]
bl mE nAed Q1A HolE AT A:= F=0.767, p=0.547=%
05Kt 3Bz FAZHO=Z {osta] oAl uEhHth whebA

_(I_Dr_
Hubde 717 ARstdel AHEo] olg szh] wE mASH A4

1o
i
i
S
o

[E 4-17] ©]§ 7I7te] mE mA9gle] Afo] B4 (N=348)
kTR
Tz
- b o= nEumat F P Scheffe

1dmqt 43 3.5504 .66422
1-2¢d 71 3.6315 71709

;i 2-39 75 3.6644 .69127 167 547 n/a
3-44 85 3.6980 16571

43 o)Ak 74 3.7703 .65846

4433 ol 717el W WEoln|x| 1Ale] Afo]

°ol-& 7

ri

of web Faolmlz] Lol o7t QA FotRr] Sl o
Aua]  BEAEA(One-way ANOVA)S AASHAT [E 4-18]2 o]&
Z1Zre] . w2 FEolmlz] 1Al zlolg  RARE A:RE F=1.123
p=0.3452 §o4F 0.05Ht 322 EAZFoR o] 94 ey
ot wEtd giEb7bde 717 AR7He] AEEe] o]g Z|7te] wE =

_55_



olmz] Ha Bt Aol7F okl

o2
>
as
o

(5 4-18] Aol G2 Hxolu 9] Ffo] BA (N=349
H zoju] 7]
T
n B B} F p Scheffe

1dmgt 43 3.67717 16620
1-2¢ 71 3.8913 .61538

&

1 2-394 75 3.9010 69271 .1.123 .345 n/a
3-49 85 3.9019 .62580

43 ol Ak 74 3.8958 .57499

ol-g 7|7tel|l wEh ZtEPA HEol zolrb AR dorR7] Qs 49
vz EAREA(One-way ANOVA)E AASHALE [ 4-19]+ ©]8 7]
Zro| w2 gEgAel zolE EBAT AWz F=1.611, p=0.1712
& 0.05HT A FAHCR folotx] oAl uEbdth wEbA tiEsbd
S 717 ARIPdol AEE|o] olg r|7to] =Eyy H ol zolrt
ittl & £71 Stk ol o]§ 7|Fte] Atk sho] gagio] o]Fofx]
£ Zo] ofymn|, o]g 7|zto] Fotk etmPAo] Fio| sHeoitte At

£ HojEh
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(& 4-19] o]& 7|Zte] wg =g o] Aol 24 (N=348)

x4
TE
n B BEHAL F p Scheffe
1 w]gt 43 3.6047 71346
1d-29d 71 3.7239 .73901
o]-&
A7+ 2d-34 75 3.7320 72095 1.611 171 n/a
3d-44 85 3.8776 73166
4 d oAk 74 3.8730 .59272

4435 01871710 wFE A1 AT Q4] Fol

o]-g 7IZtell wet FAFT Haol Aelrb Sl=Al dotEr] Ll o
dufz] B4R (One-way ANOVA)S AASHYth [# 4-20]12 o]
717ke| mE F7|AFHe Fpolg £ATE AF=E F=4.180, p=0.003o2

0. Hog {FOsHA uerdth webd ARIHA
= 7175, di™7Hdol AEE o] o] T|Zte] wE AT|AF L Aok F
A o] doflA ztol7b 3S & & Ut} Scheffe test Ay, Hy Hot
2 19 wuwgro] 35914, 3Wd-4"do] 4.0151, 4 o]ifo] 4038602 x}o]
7 =2 & 7t vk AR o R o|§ Zte] AojAH thE Sfolife
20| Hgto] o Yitt= ATE HolEh
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(% 4-20] o]% 7I7ro] WE Fr|AFAe] o] BA (N=348)

71 A%
S
n ot EFHAE F ) Scheffe

1'dm]%ka 43 3.5914 15115

1d-29b 71 3.7948 J71131

Q
;};]_ 2¥-3dc 75 3.7790 13720 4.180  .003** add,e
3d-44dd 85 4.0151 70917
4 o) 4fe 74 4.0386 61629
** p<0.01

444 FE A2 2 YA BAHEA(One-Way ANOVA)

4441 WE Ao w2 45 149 Fol

e AR weh A= Haeol Zolzb e FobEr] fls dHuiA]
BAFEA(One-way ANOVA)S AAlstglch [B 4-21]12 €2 A=)
2 4] Il ztolE EASH AR F=3.756, p=0.0112 Rol¢F
0.05 Xt} o} FAHCoR {ootA Uetgth webs AREIPAS 77,
7ol AEEe] Holm & ok AloloflA A= M4 Wo] zto|rt
Aokl 3 4 9tk Scheffe test A YA (FHHol gt WE 3.8167,
2091 Ao gt HME 4.06892 UER} ZQl A7) AL AjHoz =
Uehfo], $x(FHHET 29l A7fe] 2§ HEo| o

=

_58_



(3 4-21] ¥ A2 o Al=9] Aol 24 (N=348)
A=
TE
n o EriE b F p Scheffe
A2]a 146 3.8167 .60317
. sns b 51 3.9771 66918
o= *
Az 3.756 011 a<c
27MNc 121 4.0689 .60997
Bdi=d 30 3.8974 .711969
*p<0.05
1442 R Ao g A2 A4l Hol

ALz EAFHEA (One-way ANOVA)E

DA g4l

AAeteltt. (3
Ztolg 24T AdE F=3.019, p=.0302
0.05 Htf ol gAHOR FolsHA Yerh. wepAl 717

HaE 712, gEsbdel Adse] BE AR wet Zolm

o4 TASY M4 ol Holrt lrkm

=
ﬁl{
)
=2
o

Al-g-djel] <3

ot
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5 g Aol

4= Qlt}. Scheffe test A}t
5467, A1 A7 379062 UEY o] AtiFoezR =S
Letfo], G ot ®ERTE ]9l A7 gt '

S FE AL 4 5 W A



(& 4-22] W2 A= g 1Aede] Aol 24 (N=348)

- e TEEHEAt F P Scheffe

9xla 146 35467 67199

sns b 51 3.7353 74698

i
Ag 3.019 .030* a {c
°© A 7c 121 3.7906 70070
Baicd 30 3.7500 14274
*p<0.05

4.4.4.3 U 2o g Hxolu|x] Q149 Zpo]

R A2 wet Hxouz] Hfe] Aolrt QA FopHry] {5 o
Aujz]  BEAFEA (One-way ANOVA)S AAstgch [# 4-23]2 92
Ao w2 FHmolw|z] <lAe]  zolE  RAZ AR F=2.584,
p=0.0530=2 FoFFE 0.05HT A SAHCE [Fostx] UA U
ety dig7bde 717, ARTHde]l AEEe] R AR wE Eo
n2= A Bl &)t glokn & 4 Qlch

[# 4-23] W& A=z g Haxzoluz]9] o] 4 (N=348)
Azxolu|7|
TE
n o7 EEHA} F p Scheffe

AA]a 146 3.7648 59747

sns b 51 3.9188 .85631

=)
‘; 2.584 053 n/a
A7Nc 121 3.9587 60114

Beicd 30 4.0055 .60539
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4444 Y2 2] mE 2t2ggo Aol

T AEel weEh 2 PAd Aol Aozt A=A Lotz fs) 4
izl BAFREA(One-way ANOVA)S AASHATE [ 4-24]= U=
2o w2 FEFAH zolE EBEATE AdE F=5.582, p=0.001°22
ol 0.001Htt Zof FAACR {FOstA uEhgth. webd  FAF7Hd
= 717 di"7rde] AElEo W AR wE HEIFL Aok F+ A
@ oA zpol7t S-S B 4 AUtk Scheffe test A, H4 HA2
AR FHH o] 3.6193, el 477} 3.96282 Zol7t A2 E 7t 9
oh Oif2e aASo] AAHheE ZQ1e] Adfol s Sojdfe W
SPAINE, Asg Zhobg HYo zhe AeHTE 291 Ao osf sfolif=

=

o
oM,

o,

[# 4-24) F2 Ao| 2 srge] dfo] 1A (N=349
gy
TE
n g F=Hz} F p Scheffe

A (ZFHHa 146 3.6193 72229

Fy sns b 51 3.8137 70257
g 5.582 .001*** adc
(e}
= 219147 121 3.9628 63471
Baisd 30 3.7923 72439
**% 50.001
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4445 Hw A2 OE H

RG] Aol

g Agol Aot AEA gohur] 9 2

Hujz]  FAFEA (One-way ANOVA)E AAIsHIth [® 4-25]= W&
BEo| mE A7IAFAES ZolE EATH A= F=9.817, p=0.0002%
o 0.001EH Zop FAZXCE [oJstA detHth. webd AR7t
S 714, di”d7bdo]l AEEe] e AR o] AVAFE e B
AAGHD7E 3.6600, A 277 4.11452 o7t ew& & 47t 3
oh diFEe aAEe] YA e xdel adfel o slojifes WE
ShARt, Arg TS MY e FeHo 219 adfof s soif=
s A5, A7IAF ¥ 2 9FS vt dE82 =518tk
[ 4-25] W7 A =2of mE F7AFE 9 2ol 24 (N=348)
F71 A
TE
n o FEHz} F p Scheffe
A2 (Z+wHa 146 3.6600 73529
kS sns b 51 3.8824 72264
b 9.817 .000***  alc
o
= Aoladc 121 41145  .59608
Hal=d 30 39451 75493
*%% p<0.001
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4.5 7H49] 4%

2 AFAMe AAEA 2R BHEAdS Aol tEssAiA
(Multicolliearity)= AAlstAH. Hssdd 42 Has 119 =9
B E HAESH= Durbin—-Watson AZY Fx}gHA|(Tolerance), HAMHH=F
QOI(VIF: Variance Inflation Factor) 5& AASFdt. Durbin—Watson
o 2¢] ZHErE HgE 1Mo SHAS FHIGULY wdsilyl, VIFA]

T 10T o gF3ddd A7 e Ade=m JEes AAsA

1.914~2.0782 29 ZHste] H4E 7Ho] E5HA4S 2HF o
A= 0.440, 1A 0.384, Fixzolu|z] 0.387, VIFZFS A1 2274, 11
Ao 2.602, HEolnz] 25852 AtzExlo] TEFAAY EAZL =

& 19k

Aoz 24l

J
sk

4.5.1 A AL o] An|Atete] 2t2g Aol mAe IF

ot
filo
M
o)
S
!
i)
o,
ko)
re

T A3, Durbin-Watson ZF2 2.078,
0.384~0.440, VIFg 2.274~2.6022 4F=EElo] gaaXAAdel EA 7}

L oZom usgt S9us BATALE S50 GEgA
2

o
_);1_14

Y
19
rE oY g2

AAGF(R? )E 0.684, =HH AAAF(ad) R )= 0.6812 At=EHo]
& T A" o] FE5HS StEFA njxe= AP 68%= LERYTH
A

SlARF el A BARA Amp F=248.140, p<0.000 FFolA EAZH
oz Fos5tA yEehd 34 o]
of 5k 8919l AF(£=0.468,  p<0.000), TAHLT(£=0.270,
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p<0.000), Hzxo|mA](4£=0.154, p<0.002)= HEFFe| FAHL=E
ot AAGH) dd= "AL Q= ez yEyh ol dAUAY
Ag|et aAed, Haxolu|zl So] AZpe] 2R /del| W
Ae Ado=m AZHM AALQIDS ulgAr[Adde]l IAUAY EF
o] IAFAHE] A= FFel Hit ATl BARAY EF g<lo
Ao SAACcz Fosita b Aet H25H2019)9]  slofn&FA

Mo
of
ol
T
filo
=

N
lo
e
B
o
=)
A
o,
2
it
)
>,
i
H-l
=2
=)
rr
of
o
filo
uhJ
olN
st
re.
-
=
X
e
N
o
=)

of. ERL ACE2021)9] R de] gAmtAge] AR mA=
T ATolM BATALGS] sheladdd AEA, AR, AFdAel

MY 89lo] H24E TANHI} Rolunky @ APt B AFE P
12}
=

[ 4-26] BAAGC] SEFA vA= F&

B =2 EZES HES 1_‘%94 %@W, = Ak
=T T (SE) (8) (sig.) T)
A .009 143 061 951
2} A= 541 051 468 10.633  .000 440 2274
z
3
A oAy 270 .049 270 5.532  .000 384  2.602
XJE
ola17] .168 .053 154 3.169  .002 387  2.585

R’ =0.684 adj. R =0.681 F=248.140 p<0.000 D-W=2.078
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4.5.2 BAOAL o] An|ARe] BA7A Gl vAlE IF

(£ 4271 SYNs APl F&ws ARGl mAE
Qe BAY Avtoltt

Durbin-Watson 4= 1914, &2 0.384~0.440,  VIFg2
274~2.6022 AHEEC] tFEAEe] AT flv Aoz uehhd =
AR FE0a 2F ATAFE AAASRT ) 0.546,
A (adi. R7)E 05428 gEFHo] HHHSL7L F&HHS A
54%%  UERHTh  dARFe] ARE  RARRA 2R
F=137.834, p<0.000 =M SAH2Z FostAl dept g]i4o] 2
dEE & & ATk EE BATALY] sheaslel A1®(,4=0.480,
p<0.000),  ALTH(=0.256,  p<0.000), A 3zo|m]A](£=0.070,
pL0.0002 714Gl TAHeR frofgt A+ 9

= Aoz yeyth ol WAMARS At AL, oA &

N

e 4 ot
o rE
RN b
i

e
o,
1%
Mo

F wAT 9

of amAe] AVl B PAAo]l = Aoz =HEUTt T
oA BEo] old4E 1A ol RolArhs 4%, WAE(014)

o] At TAMAG L] SFlLcIl ARUAMA, nAXFY, Aol
=255 W A& gt =oldE o & AoACE, 202D+ A,
ARAG ] IANS, IAFAHAE, APEoEe] REF FH)O IF=
o HdtHEEAl, 202D)+ I+

ajsholr,
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(3 4-27] BAOAIR o] ZA7|AFAd vlx|= FF
U BEt eE A% t g5 FAK ‘(’VIF‘)’
N SE)  (B) Gig) T

A 482 174 2.765 .006
7
7 THA= .543 062 480  8.752 .000 440 2.274
2]
f‘f A=Y .260 .059 256 4374 .000 384 2.602
e}

Lk o 077 .065 .070 1.195 .000 387  2.585

R? =0.546 adj. R’ =0.542 F=137.834 p<0.000 D-W=1.914

bl
AR
B
x,
Mo
I
o
rE
N
i)
3=
oflt
ox,
o,
o
b
rE
N
_>|~l_‘
N
Ry
]
2,
<
=
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of,

O
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=
i
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i,
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ol

B

o]

|

=

4|2}

2019).
bl aglel ooyt

°

RiCAL. 2o

T

o
il

sfoF

2020). 2EFA 9]

7t

‘,n_._umo

ok

Flt.

°

2]
EH

ot ool 7Hd 3= A

]_

—

APd]
EF9}

A4

(8)

=
=
T3}
S

L
Ste

<, 202D)= A¥ 5ol & AT

7

t

W <F
- &

4r <
Mo !

(SE)

.000

5.795

117

.676

<

<0

O

1.000

1.000

T}

g

.000

27.875
I Baron & Kenny(1986)7F AHA|

777.042 p<0.000 D-W=1.963
o

832
2

030
AN 2rEF o] wiA

0.692 adj. R® =0.691 F

RZ

AlelA St/ ol o

Rk

sgus Aol

o|J
mﬂo_.o

YAmAF
— 67 —

s
sgus

2=
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ABSTRACT

The Effect of Relationship Marketing on Long—Term
Orientation to Strengthen the Competitiveness of
One—Person Hair Shops
—By the Mediating Effect of Rapport Formation
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The Graduate School of Arts
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One of the most important things in beauty services 1s customer
service, and the formation of a rapport with customers at the moment of
contact increases long—term orientation, resulting in a significant impact on
management performance. It can be said that one—person hair shops are
particularly affected by positive relationships with customers. However,
one—person hair shops tend to rely on the founder's beauty
technology, not on location conditions, commercial analysis, and
management contents, and it is difficult to cope with the increasingly

demanding needs of customers as well as competition with large
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shops and franchise shops. In order for the increasing number of
one—person hair shops to be competitive, systematic and rational
management strategies are urgently required. Accordingly, there is a
need for research to identify the relationship marketing factors of a
one—person hair shop and to identify the mechanism by which each
factor mediates long—term orientation by a specific variable called
rapport formation.

The purpose of this study is to present basic data necessary for
establishing relationship marketing strategies in the beauty service
industry by  systematically  studying characteristic influences and
identifying characteristics based on the empirical analysis results of
previous studies and the impact of relationship marketing on
consumers  long—term orientation. In addition, it is intended to be
used as a way to revitalize the management of hair shop by
suggesting a marketing direction to strengthen the competitiveness of
one—person hair shops.

To this end, the concept was summarized by theoretically
considering relationship marketing, rapport formation, and long—term
orientation, and the theoretical foundation was laid to understand the
influence relationship  between rapport formation and long—term
orientation by dividing it into three sub—factors: trust, customer
preferential, and store image. In order to verify the research
hypothesis derived based on this, surveys were conducted online and
offline, focusing on residents of the metropolitan area who have
experience using or are using a one—person hair shop. From
September 1, 2022 to October 15, 2022, a survey was conducted for
about a month and a half, and 348 questionnaires were used for
statistical ~ analysis.  Using  SPSS ~ 25.0, frequency analysis, factor

analysis, reliability —analysis, independent sample t—test, one—way
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ANOVA, regression analysis, and mediated regression analysis were
performed, and Scheffe-test was applied for post—test. The results
of the study are summarized as follows.

First, as a result of examining the effect of relationship marketing
on rapport formation, there was a positive (+) relationship in which
consumers ~ rapport  formation  increased as  trust,  customer
preferences, and store image increased.

Second, in the case of examining the influence relationship of
relationship marketing on long—term orientation, there was a positive
(+) relationship in which trust, customer preferences, and store
image increased as well.

Third, as a result of examining the effect of rapport formation on the
long—term orientation of consumers, there was a positive (+)
relationship that as rapport formation increased, the long—term
orientation of consumers also increased.

Fourth, as a result of research on the mediating role of rapport
formation in the relationship between relationship marketing and
long—term orientation, it was found to be completely mediated in the
influence relationship between trust and long—term orientation of
relationship marketing.

This study empirically proved the effect of relationship marketing on
long—term orientation to strengthen the competitiveness of one—person hair
shops and verified the mediating effect of rapport formation in relationship
marketing and long—term orientation. This is significant in that it proved that
the mediating effect of rapport formation is very important in relationship
marketing.

Based on the results of this study, one—person hair shops need to
establish a system that can systematically and efficiently manage customers

as well as make steady efforts to maintain long—term orientation of

consumers by strengthening rapport formation through differentiated
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relationship marketing. An in—depth understanding of customers through
rapport formation is expected to play a major role in strengthening the
competitiveness of one—person hair shops by continuously maintaining

positive relationships.

[(Key word] One—person hair shop, Relationship marketing, Rapport

formation, Long—term orientation
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