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579 47t Bestne SuEAE BATAEY] G nAE adlold

2.4.5 BAER}

TAE A (relationship investment)+= ZEW/FS] 77t gle TAE S8l
Agste A9, k3, I3 sf2{o]th(Smith, 1998). 1172 3|Ate] AFo]
NAPAo|N FFA ZRE AEShH =Ro] He AEE A% Bt
St7] Hofl AFel digt At des F2AsoF rh(Parasuraman, 1991).

Rz AAL AR, A w12 22 EET LE8S Aled o 4] F
Bg WAE Aty fAste dougte] ZIgE FAYAZItH(Palmatier et
al, 2009). F&A7F Fuizte] ole] SHoA At L@ A 5& £
e o T AES SHAI = ow FEArete] BA ol AlFst
g AEld e IS dhDe Wulf, Odekerken—Schroder &
Lacobucci, 2001). 12|31 M2 G3AQl HALNE A-§st7] s B4
B2 w3¥-& zZ}sjjorgt oF e Wulf, Odekerken—Schroder, 2003).
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of tiet 7ide] 24 sEo2 Yerde] B2 IHE 2 5 3lEs A5
o o] RIS Aol Higt A, A, vl ate] et SAAL A%
2A A7 258 gude] 14E & wEA7lE Gl oA mmide
et AARS2 7]del et wEom  olojiltt ShgltH(Reynolds  and

Beatty, 1999).
Goodman(1995)2 1ZATk=Eo] 140l 7|tfe} @Ftof F-got Axt= Al 4
B3 Ause] Auige] ARz gelsn wAe A= AsEck Helat
Act. Dywer et al.(1987)= Zgx1e} Fujzte] Arg olEo] 71 st Z=
] oA wEIHEA FUT o]E AFSh= B hE T2 ug mEY

& W Adshe g LI~ B 9 SEY WEEE
ot 9rglot Stern and EU-Ansary(1992)9] oA TtE£E7t =245
So] gxHoln, wrEyt o] A2 HetHo|y] wjio] TAoA ZFo] I
Wotn B3 e s A9 A AAH W gy 49
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gaeln A 09 § T 23
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AT, A AT e wEe FAAL wY AUE wrste]
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ol Ad)Qlo] HrHGanesan,1994).
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AR LA ARESo] AN 71 9k R0 ES Weke S A2E o
I e Wity

ik el Le AREEel AR A ol Aol mee vkt
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e AAAEQD St PeAel SHoR Aok, FAAA SH9
TARE AAE “dHgrateful disposition)ol2fal shH Zpilo] 59t 344 Zelyt

AellA] thE ARRe] ARE Aol diste] ARl Ao R QIAskl SHSHE
adtsle Adoz Aol McCullough, Emmons & Tsang, 2002). ZzFaimlst
Bst RS 718 AeolA sk St AAolH tRE ARl
Foto] A= 7Rl 7] oltk(Tsang, 2006).

Morales(2005)= AR 7ol 117 h=ofA mhzle] E-GH L-gof tjslo]
71 7140l BYEeteE IS F7Isletal ThiR; ol e a4 o] 2|7 avkE
75t l-2 S5t Palmatier et al., 2009).

LawlerQ001)oll =M o]2gt 52> wehge] Autolm Aeld wiFof gt
ol wete] Aol ARAY v g 55| Axshe VIE B2

t

T
)

[0
[¢)

2.5.3 A

Smith and Barclay(1997)& X127} A|z27]49] 2y} oF%
I, AR ARE S5 ofcke ZolH, dF Ee |9
Zpof| digt Ald o= AHOEI. A=l Adddoe] oS 7Hsstal AR -8 7Fset
A0 2 PESHAL thSeth= AR e 2 (Sako 1992). A= 719 4228 HE
of| 71 z5tod Tl BRI nliRFA] 7E-2 AdtHThorelli 1986).

Morgan and Hunt(1994)+= A1=1E 1 A470] 3714 PAE 7FssHA shaA] 25

Nl sEte ARsste] Rl =l 7l o] 52 g mIRITAL skt A=
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2001).
Anderson and Weitz(1989)= A2 49 Atole] A== 2|ZtH HAIE A&
= & G A= Aoz AR ok siglth =2 59 AR <)
TEUE A71AQ Al 23e S5 =, Aoz Aol Al A
AElE T= AR oA™Y AlElE uAE ol AR ol ojA F
939t dE ITHAAF A, 2006). Smith and Barclay(1997) = A2E AX7Y
o] dojuf oF&E WS 5 glom, E19 oRE AAs|] 3L ZolH, ¥

53 gl Aojeb W0 Aol

Gundlach and Murphy(1993)= A%= & o %2 #59 #AH 4=
282 dotAY AEAQ IAFEFS 7]EH°}— SAF zte] weksg el =
= AFste 8%0s F9 sturA A7t BAFH Fast 2] He
s ABGsIAH(EH 3], 2012). o|A" 7[ES] B Aol Al=le 122wt
o A714 TAE FAIsk=tl ml¢ Fas aflo=z VO] BATFS| F

Zlo]l Yreg o, FotAQl A RA T8 A= ¢

Aol HAEIHCrosby et al.,, 1990; Doney and Cannon, 1997)
= E2 dHolA Al FARRE 1] wEkAle] QlojA of

+ Zlo] oy, ¥A WEY Atolof] A= ¥
75*]%19—%"‘1 =AY YT s AAaATAL =
S-S 7FsstAl sHAIRIHAL SHAT Buzell and
454 EUHS M= o= 71
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2.6.1 B\ UAA G

o{x
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B7NBARAFEE A9 ool 7IHE il ngiAE A&KHCR
A5t EAS HxolH(Czepiel & Gilmore, 1987), Azl 1o AFei=t
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AE Md-6A st= Ao 2HS EhBerry & Parasuraman, 1991). E3F
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o]

B

1

)
(0]

2
[ e U A R e e U 8 = ]
T AHolld bl Fash 7H§ ojgfair & 4 et(HH]
2010).
Frazier(1988) A
wePA] 28
Atolof 7714
< A8
Lambert and Stock(1993)% F714< d94 AP vl SUkeeta A
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Azt 2] A% AdE BsA s Aoz, w4 wawAg Erges
WA AR HolA g Elnvisblo s AT & g AE A

(governance  apparatus)®]  FAAS  FofA  o]FoXH ST

Ganesan(1994)2 FufdAIet FFHA TA S ATFolA F7] AR FFS
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Z¥72re] S 2ASHH, SHERRA AUt ZjHists AR TATR HoE
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Anderson and Weitz(1992)2} Kalewani and Narayandas(1995)+= =
Aol A 712 F o] 0] 85 H& & FHAIA FH AF2THe] o]
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42, TATEL Al ol FFe 7A Aok

443, BAGEL AFo] goluld FFe 1A Aotk

44, TAGEL BAYTY A BANFH] SouT FFS
mld Roltt.

3.1.1.3 At} A=A 3te] A

Palmatier et al.(2009)2 #AAPF AAHE kot mlgiAHR S E YEtY+=
uAFafel e FAAl JgS uHt Sttt ERF APt FEHoR
A4 ¥heS ZVMAZIE O oA Al digh x]Zto] EA "ok
R oA Ql Pu2 A BAH A JFHE E £4S AFoHA
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2 Agatglek. ol AFeld AL Sig 2 Aol g 22y Helk
ohgt 2.

AR, BAAGY 82 F FEEL FFATE FujAtel] AlFolut ABjAd
et AEAQ AAS Al dis) AdsHA digshe F¥e=z Aols
ftt. o]= Doyle and Roth(1992)¢} Sujan et al(1998)2] Aoi<d

of Belakitt. 24 Bae AT AW, HE % ug QA
o g AEH A4, %A wEon T

=4, BAAY 29 F AwuAClAS B2B 7+ mutHoln agA<l
32 289 P BT JeAY 24 Aok AS2 Ao
Anderson et al(1990), Morgan et al(1994), Sin et al(2002)9] APAFE
Brsled Aot 54 BB FRD AR, Yo AE AT, 2
B oweh 374 94 8 3 AT 7Ho oAAaE, QA BRF BdoR
74515,

AR, BAWAG 820 F AAAFES LA tiet N e 2
7 079 ggelt 8 Besl Slstel wes REa Felsiart
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£ FAsH=E Aoz AHolsktt. Callaghan et al(1995), Crosby et al.(1990),
Wilson and Mummalaneni(1986)2] APATLE FHxste] AHolodt. &4
FE2 oA WA 74, Ast WA AL {2, S92 A BA], JE

of|olg2 /st

A, BARAE 29 F BAREAE FujZe] SRR Y 344
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al(1999)8] APAFE Hxste] Aosiitt. 54 =2 a4 Fu, A%
Ad), HH A=, A%A A §4, BAH o5, BANA o|=, 24 o

Foz P45,

_29_



Z4us 217 4] o2 27
AFolt Aslse] digt AEAR)
A2A | Ade Al def Aashy | oVl € ab1992

jests L

Sujanetal.(1998)

Anderson et al. (1990)

ABYA o)A | AR wshe] Aol AL 91 Morganetal.(1994)
AR 1A JE Sinetal.(2002)
T it ZRQIAQl WA 2
ARy | A9 ol ang ggay | Crosy et al1doo
olsto] Lot AL MartinandSohi(1993)
Callaghanetal(1995)
o Ui AS AARE 5o 342 #A | Crosbyetal.(1990)
e £ fAsHE= Wilsonand
Mummalaneni(1986)
T o] FHAREE FAHAS
L7118 grom Faeto] THA| Smith(1998)
WAER el AFstel= 24 fi#S | Palmatieretal.,(2009)
=T FAst7] ot FFA7F FFuiRbe] | DeWulf,Odekerken—
o|¢] ZHoA Azt k¥, 2+ Schroder&Lacobucci(2001)
T2 T e =Y
. Oliver.(1980)
ELL) = ?]E]lﬂ]-q%ﬂ e s A TseandWilton(1988)
RingandVen(1994)
Alrubaiee&Alkaa’ida,
(2011)
R AlZo st W3} o 9] Bromily&Cummings,(1992)
= A1 7| Schurr,(1985)
Morgan&Hunt,(1994)
Doney&Cannon,(1997)
24 o] 259t 384 AP
Q3o ke Asre] Aaol MeCaullough,
A} S e el Tt o Emmons&Tsang,(2002),
A4Sk of-gote= 7o Ooraies,
ti o =2 AAA
jL?:H 2}7]—_?’ gi N H; e = = Berry&Parasuraman,(1991)
A7) A [=oletal ote] i prls Ganesan,(1994)
g7 A sim o x} o= FE o] \esan,
21374 st 11]9},] ST =8 Gwinneretal.,(1998)
AFE FEHEE Fr|Hoz "
_q_zﬂe ;q_,_o]_% 7/\ Lambertetal.(1999)

_30_




3.3.1 FTHo] 4A

bich, R 447

o)

]

ez A

Az HE

s

o £
7 20204 99 18URE 109 309714 oF 7

2 371
A AR Fof w15l

&

A

332 AEA S 4

wjr

F, el

S
°

AstH 4 8%

=
S

 ARYAH 52, T

42

PALTE A S
3-3]5 2},

Al
E7

PR, U2 AUAY =8 a2l #A 9

i1
ar

e |

_31_



GF He TS 2% | 4 ol2d A
Lg% 29 Doyle et al.(1992)
247 7= BER 2 AE AT =1 Sujanetal.(1998)
g AEH ° 94 71(2000)

342 o
1

471441

0] g+(2010)

—

ol

Sin et al.(2002)
A7141(2008)
A1 (2011)

1LaTAE od 1w -
A 22484 77 = S
ek 3o £2 AEg Fol 52| el 199)
2 48 AQ Y 92
;A T 2]44°4(2004)
51748 7196t kd
] Smith, (1998)
o5 A 1} o Z '
1~:i;}1—7ﬂ ": ]O Palmatieretal,(2009)
ﬁq] 2.;‘::”—'1‘ A 7‘]4:‘ 4] =7v | DeWulf,Odekerken—
| 3. 3914 7HA} BA Schroder&Lacobucci
4i]xéqu- O:”_gq (C ro)er acobuccl,
A 2001
_T’,]- [e} zZ =
;]‘:_]-?lﬁ?-/\}7i§q-—‘iaﬂ Ohver(lgSO)
3.0;; EH: = E7F | TseandWilton(1988)
TR AT RingandVen(1994)
4 BATE B2
- Oliver(1997
LAZT} Au s ghs 71;‘]]?;((2008))
2R Y = etal
o ) Sinetal. (2005
22 AmaTel g vs 5 | ot
4ANAA = ’
e o Schroder(2003)
AT = Robertetal.(2003)
17143 4, 298
) McCullough
Ao WA} oFL ,
L;i}A 33073} =7t | Emmons& Tsang(2002)

47173 92
5EAT Aulz

Morales.(2005)

L8y &
2.1
3.7A

-

ol

Berry&Parasuraman,
(1991)

Ganesan, (1994)
Gwinneretal.,(1998)
Lambertetal.(1999)




T O T R o <+ o
m, o Tr o ol B o
g ® = Mo X 1&“ Y " . ()
s R R TLOIH 7o My ,._w ~
> g2 3 % 5 g *E P IS
N i i o2 W P oo 2
< o 8§38 S8 Bl B g O = < o o
9 =32ES8 e es D5 E =
~ 8 2% O i _

23 EE2ENT =P 3% GO
28O T Iw T NN L

o F s W TN A
< =3 @) = 1T w o ok

= ofr o T o X N
He = = w2 T TR oo
_ Ho Wo OF Nlo
‘HH_ E._ N 10 E_E T
~ © ~ do o =) W — N

2 S " ~ oo
SR\ (2} v o« W
28T Labgp
) » ez g S W
o 2 TE ~ i 5§ Ko
S R

S T W oo
— X N o= a " w erﬂ
X oH Mo — o T w o N
oF No B M T O_E X 1D| ,ﬂol

= W E e L BEEE H o = B m_w B T Ow U
TET oo R N R A L~
S o DGR Gl 5o X B ool B
DTN | WWEYHTRR | oW = o I - S
BB ok R OTO RN BRI TR | TS o oo X o 2 N N
N R IR VRN N Fn SN w | A G ) E_E_,T %]H JATQ

O T A . N S
=X o %O % o 3T E L = -
N o B0 X T T TN oz A B o4 B
Ll ) = & B TwmdEex BT g7
o g m T e TTHEERTIE
z T o o oo Ko R W g X

TR o o e o TE 2 —
& - T ~ Wl

_33_



_34_



=
V. A% &4

41 42 549 9 B2 2

4.1.1 A= 54

2 A7 A2 AxdFel il HFel £ FedAE d7IskH A

AEAE s ARstgon], ekl emetole B 20209 99

oAl BEEC dRtHQl EAS EAsty] fl& Hx=REAe g Aot
2 [F 4-117 2o AE H&2 FAdo] 1698(74.4%), o1/do] 587 (25.6%)
o7 @A Hgo] &2 o= eyttt A5 504 mlRte] 92%(40.5%) 2
2 7P =9k, 404 e 789 (34.3%), 304 TS 319(13.7%), 60t
ajeke 237%9(10.1%), 604 old-> 3% (1.3%) o= Yeydth 29= 94
ol 86W(37.9%), BHF 80 (35.2%), Y¥F 408 (17.6%), HAILFIA=
217 09.3%) +=o= ety 4&7172 20 o|skrh 8078 (35.2%)7F 71
=1, 109 ost= 479(20.7%), 3\d olst= 397(17.2%), 549 olst= 337
(14.5%), 209 o2 1479(6.2%), 19 o|st= 149(6.2%) =22 YEST
Ao pE|/AHRRo]l 86%(37.9%) 02 P =m, A/7|&eHo| 517

_35_



(22.5%), T/ FdAd2o] 4278(18.5%), "4t/ eF2Ao] 3178 (13.7%), 713+
17%8(7.5%) o= Yetdth. A 4= 2049 o5zt 78 (34.4%) 0= 7}
2 =1, 308 olshe 529 (34.4%), 59 olsh= 38W(16.7%), 109 olsh=
339 (14.5%), 30 oA 26 (11.5%) o= et SAF FRE 507
ojak 738 (32.2%) 02 7Y =%, 200 oS 64(28.2%), 2007 ulqt
2 39%(17.2%), 109 m|vhe 32%(14.1%), 1008 w9 199 (8.4%)0 =
urebget.

HE o] uf HFo] w2
o 2ok 1A FFAA FREE 507 mvho] 589 (25.6%) 02 TP &Sk,
2007 ol/de] 539 (23.3%), 107 mlFto] 457(19.8%), 1007 m|vto] 41
(18.1%), 2009 ®mIqt 309 (13.2%) «o=2 uetdch 33U 482 204
ojgto] 719(31.3%) 7P =91, 108 mlgto] 679(29.5%), 20
557(24.2%), 5 wigto] 217(9.3%), 3 mIgto]l 139 (5.7%) <=2 et
Wt

1 =
= b

2
=
e
)
o9
iIh)
i)
tu
rr
H
0
N

ol

rw
5
~
2%
o

_36_



2 H&(g) B 2-2(%)

g 3 169 74.4
Sk 58 25.6

304 =gt 31 13.7

404 vk 78 34.4

Al 504 =gt 92 40.5
60A T]gt 23 10.1

604 o4 3 1.3

U 86 37.9

2] I2Ria=s 80 35.2
A= 40 17.6

173 g2t 21 9.3

1 oo} 14 6.2

34 °]s 39 17.2

P 59 o5 33 14.5
10 ols} 47 20.7

20 ola} 80 35.2

204 o4 14 6.2

e/ AR A 86 37.9
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2|t T/ 4= 42 18.5
YA/ 1 B2 31 13.7

718t A 17 7.5
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109 oJst 33 14.5

A A4 204 ofst 78 34.4
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507wk 73 32.2
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107 = 45 19.8
509wt 58 25.6
TEUA A= 1009wl 41 18.1
2007wl 30 13.2
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3d m)gt 13 5.7
59 m)gl 21 9.3
SadA 49 109 =g 67 29.5
20 |9k 71 31.3
201 ol 55 24.2
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_38_



[ 4-3] 7|54 24 A3 (N=227)
=R N B EEHAE e A=
HEAL 227 4.013 0.919 -0.923 0.977
HEA]D 227 4.154 0.775 -0.735 0.604
HEA3 227 4.176 0.761 -0.794 0.867
HEA 4 227 3.894 0.791 -0.404 0.109
AFUAlAL 227 3.978 0.767 -0.557 0.530
ARYAel 42 227 3.934 0.872 -0.759 0.683
AFUA A3 227 4.009 0.741 -0.739 1.584
ARrUYA 144 227 3.890 0.753 -0.567 0.709
ARFY7A 0] 45 227 3.916 0.871 -0.607 0.022
IARRFA1 227 3.903 0.792 -0.256 -0.216
D2 FA2 227 3.965 0.825 -0.841 1.261
I A2 FA3 227 3.709 0.806 -0.088 -0.264
I A2 FA4 227 3.529 0.979 -0.138 -0.742
I ARFAS5 227 3.974 0.770 -0.601 0.626
FoiEA L 227 3.912 0.698 -0.507 1.032
oA 12 227 3.960 0.754 -0.558 0.652
HoHEA 3 227 2.661 1.338 0.171 -1.193
FroiEA4 227 3.833 0.728 -0.636 1.386
TAEA 227 3.802 0.764 -0.067 -0.217
PAEA2 227 3.692 0.853 -0.268 -0.085
TAFAL3 227 3.374 0.957 -0.019 -0.479
PAERH4 227 3.207 0.939 -0.166 0.132
I AT 227 3.753 0.771 -0.422 0.613
kL=l =)) 227 3.731 0.800 -0.628 1.174
A3 227 3.700 0.814 -0.592 0.464
A=A 227 3.850 0.731 -0.512 0.749
I ATES 227 3.850 0.725 -0.466 0.703
A1 227 3.555 0.893 -0.243 -0.510
REP 227 3.784 0.760 -0.654 1.388
A3 227 3.784 0.748 -0.777 1.697
A1 2)4 227 3.837 0.833 -0.472 0.481
A1=]5 227 3.709 0.784 -0.606 1.271
ZHAH 227 3.762 0.726 -0.722 1.797
FIAY) 227 3.577 0.824 -0.369 0.313
FINE 227 3.643 0.820 -0.322 0.132
F71 AR FAL 227 4.035 0.841 -1.104 2.196
71 BAAFE2 227 3.806 0.840 -0.705 0.785
71 A X FAS 3 227 3.811 0.828 -0.861 1.126
F71 AR F 44 227 3.969 0.789 -0.871 1.695
1*71474111@:@5 227 3.815 0.837 -0.600 0.658
F71BARAF6 227 3.714 0.883 -0.454 0.289
F71BARAFGT 227 3.775 0.774 -0.625 1.190

_39_




se] B

| SPSS 22.0& ARgs

9

2 9

5o BT A3

A

7

N

A

= AFolA

]

) s

9l

571 9

ot} (Cronbach «) AlSFE o]

(principle component analysis)= 4-&ot1l, Q%1 =2 Z|tfs}

A

4

§J1-o

tol A=

25

tich AE8S

©

o
A
o

2 AAlst
0.6°1%¢, KMO-Bartlet £4o]4 KMO

1)

T Zho] 0.69]4, Bartlet®] T34

=
-

TR 4, 2017). 712

o= o

Zl

=

1

o] 0.05 oJsk¢

Al

dut Al gl 0.6°]

=3

B A AE8t

ZARyAeld, 1

=B%

_"

A8,

2 gAY a9s9!

& 0.05 o]s}et

Ho3t

Bartletd A 9]

ol
=

23 PAA Y

5

=]
24

= T A4, AwdAeldl, AwryAel4

1

__OO

—_—

HEA3, BAFAL, BAFA20] 2d8AF] 7=

o
aTr

H

A5

qwo
=T

B

jze]

7A

~
;OO

A o2 YERtom,
Cronbach o % 274

)

0.6 ©]
o

s
—

SIE

Al Al Cronbach a#to] 574 3=l df

- 1

T XAF

4-413} 2.

Ir
ar

[

_40_



<t *
M *
. 8 *
< | X2
o
3 S
— (@]
<+
(@)}
Q
()
PP
X1
2 H| o
| o
AES
rJ
ﬂmo
ol
N JIO
K
— o
YA
Wl
;OH 1’
"’
Bl oo
A 5 —
= o
or = S
O M N
o,
= e
» H

.o — 0 \O <t (]
£ S 3 = 2 N
L
e S O o | o o o~ <t 0 o~ w
= N O N O o o)) N N <
= = O (oe) O O [ce} o~ o~ wn O O
RS 8 ) ) ) ) . . ) ) )
‘aﬁ ') 0e] \O — (@)
= e} e} ~ o~ e}
~r o Q <, — & 9
HT_;‘E ) o0 ) — o
X <t wn NeJ o~ ~
— o N — (@)
oF .. O < o~ ') N
N XN ) © o) Ne)
™ W = S S =
o o) — o ¥e) < ¥e) o~ ) < ve) ) ™~ e
70 ) o~ o N N o) Ne} — %) ~ o0 Ne) o~
Ho e O L e = o A O e L A o - E A== A
00 [©e) ') \O N — o <t o~ o < == <t
(Vo) o O (e} \O — (e} v 00 (@) N \O O <t
< < — N — - N N < — — €9 =
N N [ o — Ne} Ne} — Sa) N ') <t TI.J
< o < — < o < N o~ e N ) 0 3
— N e N N — — — = = © — -
o x o foN — 7o) o) < — ™ ! © o —
o P = 0 0 © < < o ™ hit =N — o
e S S A Lt I T Lt I A L N K SEE B S B
N (@) o () <t () [e0) N N N <t o~ o
~ o) ) o~ = ) o N o ¥e) ™ 0 o <
N — < = =3 o ™ N < . — — N
o o ™ < o < 'a) o o o) ™~ ) =
— — = N N (@) o~ <t Yp) O o (@) o o
(ee) (0e) o~ — N N — — o — — — )
— o N — o ~N g <t
— N — N
o | T T Tt R | w R | 1| I | T =T | =D
N 50 o | o | BR | ok | okl | ok | HER | HER | Bo | BEo | BEo it |
& & & N K |IMNT|NT | NT

_41_



& 0.05 olstet

5}

94

o

Ao w2 EA L
T

Al 54

=

Bartlet7d A 9]

0.921

0.902
0.893
0.916
0.903
0.900

65.312

6.531

181
.814
121
154
7180

— 42 -

238
257
.093
326
279

2717
.336
331
.338
418

M w_m M eowm w % -
X -0 I= QY
m B w,a_w n =
Vo) _EI gl =g
= W om oo K S
BN o= W R ol |
<3 = o 11_/| < *
M o L.m Mo N = =
¥ o &M ny NGl S Y|8 r E
W ool =~ N o ® ©| |2 A< g
LN = |s s
yAL = _,ﬁA ET ﬂm_m Lru.v ,M,In_ﬂ o° O
- o | —
,Ogﬂw O_E o M 17_A|O .|m BT _AE % Ll‘._‘a_‘
ﬂﬂmg_%ﬂm% T | S WE
1|0 e
e o O S
PEEE S g T T a
R RS TR <= | =5 o
BB ST o AR ™
—_ = %I ~ —~
SR °o M EM wf i | o
N B e ol X o
- o 5 o
S _IM N Mﬂ %o ‘am
(I SR o [ X
E e | o
ﬂu_ﬂ_ ol & % RS st X
A B DS
oy 5 B N w_m il m o =
< T o5 5 oS 5
P T aln %
B ~— 9 3l i B
— o, O [=! X | ToR -
o) _ T il @) mwﬁl 1
o T TE® M o e -
e o}
@zﬂfz.ﬂﬂIﬁ N1
Fo_om = TR E Wiy 8 n
m o B o T e L 1O a2 X d
—_— .AT .A_l ~ | ~ o 1o°
T T | * R0
TR R HroTo R 2 % N
F R E T o A




<
Q I8
= = N
=5 3 S
O
= 3
1__4.A < bRl [ —
KM—Q N 'e) o~
rXsS| Q| 2| X
A o o o
1jo O
oy T = 3
B > <
on
& X %
0 O
N Ne) )
oF o =
B o o
%0 o) o~ Vo) < o
o N e} Ne) IN o~
[ee) [ee) oe] (@) ~
Ho ) ) ) ! .
o O < o o)
o — o] N N o~
— — N ) )
=) o o o — o~
© ~ | X I} I < o
o €9 €9 €9 — \n
o~ " 0 o~ 0
— | ™ N Ve < A
Bl Bl R N <
mr
0 hral B I R i
0& < | X | X | W W
zz_ 00 BN R BN = B o R e
N

,_uru!

el

%0
=
o

42.2.3

Y 0.6 o] % Bartletd 2] #2JgHE 0.05 olstet 3842 0.4 ]

o

0.6

N
—

2o A&

=AM Al Cronbach a@tel 574 5ol df

o

3}

ol grog Uehtow,

Cronbach «

(2 4-6]7 Zct

Al

=y

— *
*
@. SIS
| S
3 S
(@)
Vo)
[@))
o
(@]
Mo
x| Z
2| H| o
™ O_H
—_—
< | %
]
ﬂmo
ol
~ [y
K
= 0
7A
W e
ol _L_l
T
| o
H 5
T 5
O [aa)
N

***p.001

_43_



e
Q
g 8
£y =
2 S
@)
=
T O
i < O |0 |0 | — | N | N
~M— 9 || |olo| o
rXES Q| |R Q||| X
oy 9 o |loco|loc|loc|loc | o
s} O
T <
AT N
o S
uldl =
7% .
ofF S|
™ <
n_mo o (@)Y o0] \O (@) (@)Y
o | =0
Ho == e | e
o4 O | 0| x| © | < | <
— | || Q|| D
o Q | Q]| x|w|
N O on <t Vo o~
JyNO n_mo n_mo n_mo n_AJo n_mo
o || %0 | | | e | e
p X KKK C|E
"o TITITIT|IT|T
Nro| B R R R |
NINININ|I NN
RO | RO | RO | RO | RO | RO

I

o)
o

ArRPo Bgr AZS o8] AMOS 22.02 Agstol]

=

ol

izl e BE=

7]

2015).

O X 1]
o =,

A AREEAL ATk

(o) =
T ©

gst=tl

(Construct Validity)= =

_44_






2Rnygo] Ae AFS Y8 wr|Ee x°, CMIN/DF, GFI, AGF],
CFI, NFI, TLI, RMR, RMSEA Z|4E AFESHETHEAS, 2018). gEo] A
St s FATIA7] Yal SMC(Squared Multiple Correlation) ko] 0.49] o

gt 2 AA fyoz 43sn. 54 29 AgE B 1Ee
KX
jm |

AGE 2|4 *dutd s~87)F B A7 U=
x 2(p) p=>.05 p=.05
2 o5t Y&
CMIN/DF 3 olst B 3 o5
3~5 oJol #8715
9 o]JAF oF&
GFI 0.8 OV]JO#%J}% 08 °l¥

Ig o] A}

AGFI 0.8 oA} 2871 0.8 °]4
09 o A} 013_5_

CFI o 0.8 o4
0.9 o1 %o

NFL 08NS S8t 9 o
0.9 o %%

T 08919 5Bt 9 o

0.05 oJal ¥5 6

RMR 0.08 o3t 471% 05 s}
0.1 ol5} HE

RMSEA 0.8 olal ¥s 0.1 o]5}

o

=24 2ol g 12 FAF 8B4 Ay x’=929.142
p-value=0.000, CMIN/DF=2.725, GFI=0.787, AGFI=0.728, CFI=0.884,
TLI=0.861, RMR=0.038, RMSEA=0.087 o2 uelgct A3z 7|&F2 A
AHoz Agsht, SMCgLol 0.4¢] ulgsh= Aygo] oF
ARUA IS, AR 1& AAsks 23] 2A 2 +4&
A" ARG s HF FAF QABA Ay x°=828.067,

p—value=0.000, CMIN/DF=2.875, GFI=0.796, AGFI=0.732, CFI=0.889,

H
P 2ggRoR

rol

o

_46_



TLI=0.864 RMR=0.036, RMSEA=0.0912.2 HIL7} FLE IS =<

It
¢
i

Aot AL w250 dis] fEE 58 7o ERES el
ZHngof ZF W4 AVEZRS 0.604~0.8559 Ex=z AL 7[F 0.5
oo sEom WESe Aom vehgth ®F 7 W4 ¥ AgAsE
(CR)ZE 0.751~0.9539] BExa utx 7| (.70|4e £Fo=2 7|F uk=o]
Hoid. dEol 2% e ZAFERES] st Wiso] Ak By Hzom
Cronbach a o] 0.697 ~0.9219] BZZ 7]& 0.60]49 &% brEslo
AHEE ZHe AS SAEI 2% ZHuge] gt gy ai Az
L e [3 4-8]¢t 7t}
(& 4-8] 2T 5429 24
I _ FF =
F ozmes (38 GH | cr | P | R | AVE|sMc | GP
o
Ao A2 0.942 | 0.067 - - 0.887
S 0.899 | 0.818 0.826
HARA3 0.747 | 0.255 | 11.500 | *** 0.559
A= | AFYUACIA2 | 0.709 | 0.377 - - 0.503
ISkl 0.779 | 0.639 0.697
ol | ARusAlelH4 | 0.763 | 0.236 | 9.568 | *** 0.582
R DAL | 0.808 | 0.216 - - 0.654
1;& 0.845 | 0.732 0.776
o DA FA3 0.785 | 0.248 | 12.279 | *** 0.616
SaiEANl 0.879 | 0.110 - - 0.773
(o]
g;q S =A12 0.858 | 0.150 | 16.591 | *** | 0.924 | 0.803 | 0.736 | 0.858
SaiEA4 0.734 | 0.243 | 12.966 | *** 0.538
- TAEA3 0.835 | 0.277 - - 0.697
= 0.751 | 0.604 0.720
AT 0.675 | 0.478 | 8.584 | *** 0.455
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A zaws %ﬁ A | CR | P | CR | AVE | sMC | omb
FATEL | 0.846 | 0.168 | - - 0.715
TAWED | 0.882 | 0.142 | 17.392 | *** 0.777

%éj JATE3 | 0776 | 0.262 | 14.075 | *** | 0.953 | 0.801 | 0.602 | 0.921
TAWEL | 0.834 | 0,162 | 15.815 | *** 0.696
TAWES | 0.857 | 0.140 | 16.532 | *** 0.734
A= 0.648 | 0.460 | - - 0.420

A= 0.817 | 0.697 0.740
A=2 0.919 | 0.090 | 10.389 | *** 0.844
ZHAH 0.847 [ 0.148 | - - 0.718

At AR 0.894 | 0.136 | 17.546 | *** | 0.946 | 0.855 | 0.799 | 0.913
A3 0.910 | 0.115 | 18.064 | *** 0.829

N BANFA2 | 0848 [ 0.198 | - - 0.719
I BANGFAS | 0.814 | 0.230 | 15.104 | *** 0.662
;i;l] 7 BAREA | 0.791 | 0.232 | 14.449 | *** 0.626
71? AABANFES | 0763 | 0201 | 13.667 | ++x | 00| 072 [ 53| 091
7 BARNGFA6 | 0.800 | 0.280 | 14.687 | *** 0.640
AN TAAFAT | 0787 | 0.227 | 14332 | *** 0.620
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p-value=0.000, CMIN/DF=2.823, GFI=0.791, AGFI=0.739, CFI=0.886,
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(2 4-11] 714 AF 23t
Az EEH | sk | CR p | 22
AEA — IAUE 0.158 | 0.094 | 1542 | 0.123 | 7]z
Q%Wﬂ"] — uAGHE 0379 | 0.142 | 2.809 | 0.005** | =
IARF — AR -0.260 | 0.225 | -1.185 | 0236 | 7]zt
oA — OZubE 0.439 | 0.142 | 3.270 | 0.001** | zH=
A FE2F — A= 0.337 | 0.112 | 2.491 | 0.013* 2ils]
IAGEE — AL 0.805 | 0.062 | 12.247 b k=i
I AqEES — AlF 0.591 | 0.092 | 5.620 ok 2l
AL — A= 0.297 | 0.085 | 3.208 | 0.001** | =HeA
A= — A7BAAFAL | 0209 | 0.123 | 2.133 | 0.033* | YA
A — A7|MARGFA | 0.287 | 0.095 | 3.481 bl k=i
IATE - AV BARAFA | 0452 | 0.110 | 4.503 o 2l
CMIN=855.423, DF=443, p=.000,
TERE Ao gﬁg{g?gglijm, AFGI=.739
TLI=.868, CFI=.886, RMSEA=.090
* pd.05, **p<01, ***p001
4.3.3 mj7jazt 24
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7 FEHPR B7IB/ARGFE AtolollA izl AT, AR AE O
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IANZ A —-F 7 BARFA] HA 2 FHEA— I ATS A~ A =] -4
ZIBAAFS ZAolA Folulgt FFS m|A= Aoz SRIF o, IAE
Ap— D AN ZIA =T 7| TA R F 7 29} ]'—’37—7 TS — A= A1 =]

AutAeg 21 o 7 o UH7H£LJJr—
ge Aoz FelEgrt, £33 AFE mjf= F 741%01]/‘15 AR fle
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i Afolof] miZfHS AL eHdEiAShHE ATtE SRIEQIH. o= Palmatier
et al.(2009)2] AFAToA FAUAY QJA@AER, FoiTADT TAA
W71 BAAF Y] ifeler FaE FHAQ aME FE= Qo=
2 Ao AaE AAstar Qlvy o2 wiZiE Tt gt B4 A= [#
4-12]7} 7},
[# 4-12] wiZlat 24 23

ZI H];{éﬂ S.E.
AR YA o) AR ZEAD A 7| A A Fd -0.080 0.129
AR YA oA AR A =) A 7| HA A Fd -0.043 0.063
7R U A1) LA A A=) A7 BA A F -0.017 0.025
SO AD AT DA A7 A A S 0.127* 0.095
T AD AT A 2] A7 A A S 0.068 0.062
S AN AT A A 2] 7 7 TA A 7 0.027* 0.020
AT DA DAL A7 A A 9 0.750* 0.067
A T2 AR A=) 7| A 2 FAd 0.400 0.042
AT DATZE) A A 2D A7 A A F 0.160* 0.015

* <05, **pd0l1, ***p<001
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ABSTRACT

Influence of long—term relationship orientation on
relationship marketing factors in B2B marketing

Han, Da-Hye
Major in Smart Convergence Consulting

Dept. of Smart Convergence Consulting

Graduate School of Knowledge Service

Consulting

Hansung University

Interest in marketing is growing in the B2B (business—to—business)
trading market due to the rapid development of globalization and
technology levels in the economy. This makes it increasingly difficult to
compete against differentiating between products, and the needs that
customers demand from suppliers are also shifting away from product
performance satisfaction to R&D support and on-site technical service
support. I am interested in relationship marketing that meets these needs
and makes inter—company relationships long—term sustainable. In B2B
marketing, it is called relationship marketing by sharing information with
each other and sharing a roadmap for technologies and products, thereby
increasing sales through value delivery and creating a Win—Win

relationship that helps customers and suppliers. However, the relationship
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marketing research has been conducted in the service or wholesale and
retail sectors targeting B2C, but the B2B manufacturing industry has been
found to be insufficient.

In this study, we wanted to present the relevant marketing factors in
B2B marketing to the manufacturing sector and to identify the impact on
the quality and performance of the relationship. Among the factors in
relationship marketing were expertise, communication,
customer—orientedness, ties, and related investments, and customer
satisfaction, audit, and trust in relation to the quality of the relationship
were selected as long—term institutional-oriented for the performance of
the relationship. The factors composed of these were considered in the
preceding study to derive the research model and the research theory.

For empirical analysis, the final 227 copies were used for analysis,
excluding 18 parts that were difficult to be used for analysis, out of a
total of 245 copies of the questionnaire collected by surveying
manufacturing businesses in Seoul and the final 227 copies were used for
analysis. The collected data analysis was performed with frequency
analysis, exploratory factor analysis and reliability analysis with SPSS
22.0, and the hypothesis was verified with AMOS 22.0, confirming factor
analysis and feasibility analysis, path analysis and indirect effect analysis.

The results of the empirical analysis of the research model showed that
first, among the related marketing factors, relationships, investments and
communications had statistically significant positive and significant effects
on customer satisfaction. However, expertise and customer orientation
have no significant impact on customer satisfaction. This suggests that
relationship marketing in manufacturing continues to maintain good
relationships and that investment is needed in preferential treatment and
building relationships. In addition, it has been confirmed that the

customer's accurate understanding of the requirements and smooth
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communication during the transaction process are factors that satisfy the
customer.

Second, customer satisfaction was found to have a significant positive
impact on audit and trust, and it was confirmed that customer
satisfaction had a direct significant impact on the long—term institutional
orientation. This can be said that customer satisfaction has a positive
impact on customer audit and trust, which increases the quality of the
relationship, and that it directly affects the long—term institutional
orientation in which customer satisfaction is related performance, which is
an important parameter to relationship performance.

Third, the audit was found to have a significant effect on trust and
organ system orientation, and it was confirmed that trust had a
significant effect on organ organ system orientation. Thus, in the
manufacturing sector, the quality of the relationship is improved in a
relationship that reciprocates and appreciates the efforts and assistance
provided by the supplier. In addition, when honesty and faith were given
to the price or quality of the reliability supplier, it was confirmed that
the tendency to pursue the organ industry was high.

Finally, the quality of the relationship, audit and trust, verified the
mediated effect between the relationship marketing factor and the
relationship, and found that the audit was a factor that played a
mediating role in the relationship between the relationship and the related
investment marketing factor. The effect of the relationship marketing
factor on the performance of the relationship was found to be fully
mediated only by the audit. In other words, if the factors of relationship
investment and ties in B2B relationship marketing are applied to the
manufacturing sector, it could be confirmed that the factors of audit play
a very important role in the direction of the organ industry.

This study is meaningful in expanding the perspective of relationship
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marketing around the manufacturing industry between B2B in the context
of the relationship marketing research, which used to focus on the service
industry between B2C. B2B relationship marketing for manufacturing
businesses will satisfy corporate customers if the vendor supports them by
providing them with a certain period of time to build and build
relationships with their customers and by providing them with on-site
technical services and software support to obtain the desired data, as well
as coordinating the shipment schedule to avoid any problems with
product production delays, even if additional costs are incurred. In
addition, if the entity responds to the purchasing decision maker's efforts
to understand the requirements and to facilitate communication in the
purchase transaction, the customer will feel satisfied and will continue to
maintain the relationship. When an enterprise customer made a supplier
honest and reliable in price or product quality and felt grateful with the
vendor's efforts and help, the enterprise customer was able to ensure that
the vendor would be trusted first and would continue to trade, and that
long—term relationships would be viewed as economic benefits to each
other and would maintain continuous transactions. It has been confirmed
by empirical research that corporate customers have a positive effect on
their tendency to pursue a long—term relationship, which is relationship

performance, through satisfaction, audit and trust.

[(Keywords] B2B marketing, relationship marketing, relationship
marketing factors, relationship quality, relationship performance,

long—term relationship orientation.
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