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ol
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oA, w=A Jgtstal e AESA 7leo wEw 7] A &
4 9 ugEGo a8ste 99 diter AFEHIL Qe HIHH g AfH]
20 GIPYat B AFolA AT J1E BolA ofwgt a7t QIEAE

R A7E Eo) SelE Afel AmxAe] AReA st bol

ot me] At W FAHH BAL Adste] e o)
o
=

A7 QRS Hhetste] B2BY|A
AC ojulxe P WE 1T PALTRE FAAL 5 e BT AN
st et

ol Slste] Fpg WA 17k Fje] HYATE EyA] A= o2
9 Wio] SR BBAUAEHN BAE ojulx], PARE, AL A
M 74 AU oS0 P B A7nAT NS AHstArt. Hiel
AP o v Ad AulAE el e T Aee sl g A



Azl Qe FHAPALGY FRIFAES PPOR AW AREAE A
Wotol 0RE 44l HE MRS STt SHE AT ARAL oo
Q) MBZAF Tl TES] 9 REA ATe] gFste] MBS A

Sttt
THH A=+ SmartPLS 3.0& ©o]-&dto] o] dutAQl E4& mpolst
71 $el Hie A3t 7%= 715 A B4 B9 dlolEE HESIYeH, &
Ardo] A=Eet g s Byt txEY AE BFricte] 72
Ae AAsHYTh. REAEHYHE 59 uiAas HAS AA, TAVA O
21 v Qg Au|AEE SlojA IRtE ehal AgEE Yho] AR
q

SO Aot QA ST BAS Bl A 4B sHck

B Ll £ 5709 Foz pAE o
[ 7 AEAde a7t daiddt 5
A~

Al 2]
42 7lestal B2BA A @Gl BB AEE Y] ST Ao Uy
e Qg dgska

Al T 7 ol2A el e =Ule] B2BA e A9 Au|AFde] o
T AT Aual F AT F2 olEQ] IMPERAERE ] B2BAH| A
S0 Aol "t AYATE AAS] AMESIT. E B2BEAOA BlE
olmA|e} TARS, BAZIA], BAGT Tt ol wiF % gl HH
stal A= Attt €22 HgH Ad Mu|aFdol disiA
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lo,
2
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offt
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Mu|AFEY] A EFREA IS success
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model(Dellone & McLean, 2003)9] o|22 wjAHy} APALE=S HAmHEE
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o2 BIBMH|AEEI BHHAE oju|x], PATE 2|3 WA o] o
& BA 9 BAVEA HdE A AuaFE didh V€ Bd =2 9
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2.1 B2BAIZ S EXF

2.1.1 B2BAIZS] E4

B2BUIAIG 2 B2CHAIR M B FARES 7L QlofA] oh&E2 14
ol o]BHo] TAS}A = thHFern and Brown, 1984 ; Wilson, 2000 ;
Cova and Salle, 2007). 18]y Z@H ol ZHIPZH e £F RTo|A B2B}
B2CHtAIG o] Zfo] o] o dPFof tiet 50| ZFxEH Uk AB[Apel 4HY]
TFuigEo] AFA Aol F Shbe Tl ZEA|A0 Folste WA
Folth, ATl iR o FuiAn = E A 4l el 1Fe =
FAEE Aog EAAo] HtH(Wilson, 2000 : Jaakkola, 2007 ; Johnston
and Lewin, 1996 ; Lilien, 1987). oS &9 Jd Zoe A==k A|ZHA

gojste AL AARES 7P AxGAel dulisks B A=GA, 7t
AES FEdAel Hojste dre Al el oofEE Triste Az
A ARE AR a5 ddes she AAIAL 719 AFEIAAE A
S FFole AESA 719 Sl BF B2BAIS FA2t @ T AnrRHE,

2014). ol2fgt ztolgof whet Fu TEA|AC] JAT Fdste] zpo]F o] §l
o AgTuldEel oAde Adel wek o dRHoz rolv
(Jaakkola, 2007), 2JAME7go] BT +HEE= Ades AHARRE AFIF
wizhel Ajolz EET ARIFAAE £ ABRFADGTE BY wEo
o E2 559 544S Adfor th(Webster, 1978 : Coviello and
Brodie, 2001). o]A-& Fujzte} FLufa} Aol HE=o] 4o ZFx & AH|Z
o A1 WO APH Ao AL siALT AYTREL QKo
TFuiAtet FEAR 7he] dder Hojx|r] wizol Fuixtet gl A
(Hakansson and Snehotam, 1995) £35| B2CutAI" ¥} B2BE #}Esh
AHEE A AFLo]ti(Coviello and Brodie, 2001).

BoBo} B2CAE] B4e] Aolg & o Avum A4 1A & Znio]

lo

i

}

Oll
rr
inf
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M= B2Ce FuiAZE E54 divkgoln didd o= FR sty B2B= A
Hog AZoln EX Aoz AL ALrt Wt B4, e
A B2CE AA AFe] AR B BAATE Fulisi, B2B°ﬂ/ﬂ—‘: o Al
Bjof g2 oot ojsi#AE 7H FAZE ottt (HEwt, @25, 484,
AT, 2011, & HYe] ofd XAFWARE AAMo=® Aethe Zolth
B2CE= ARESHALAL Sh= Abgo]l Full deAe A4 7|, JHE EA4st
A, AEe v Brtsks 7P 2 7HAE e AlES TEietth ol=lRt
o Z2A| A Aol A FuljRbs oeFet AFES] ojde ok SRR, A=
AHZF ?F AMRel Ao g FujddEo] yEhdth T8y B2BE FHiRA o
2, AlEe F48uRA g, T3 ARRA R 53 go] oA F
Bl ARgol o|27|7x] 9] A Eol Qlol vE FA(E= AF)7E Toist]
ol shtel FuiE st AsiAe LA RO of2] Abgo] Froist
A =3 o whet oekRt osiutAIZE JA4E T Hi= oja) Fujape] o
oF A =9 HAes ol AlE (Buying Centre)2tal dtok, Stof AlE]
= ol wet AR, AR, FFE AR, AR, AR T
mizp, 2271 & A du 7R 27T ¢ AnE@Ed, .25, A8d,
QAT 2011). AA, 1AM FAZHAAE B2Ce 3 AlEster B
E 38R wE BAGRE 7Fest, B2BolAi=  RSMlrelationship
management)tt Spec—in Marketing® Z2 733 TAFAo]l Hch U,
Fa¥E QQSHANE FujuAc=RE ] AH{4a9 o] FH7|of uwhep
a5o] FHotal {3, ERE, o] AEpdo] WHel Fof m== B2CSt o
27 B2BolA= A71, a8dAl, g, AATE, 7194 T 249 a7
AA Ao A= oS48 (derived demand)2] AdZAo] UoH(HFt,
A8 A 2011 5 A, 2014). oA, B2BAIAS 75, A
Zol fJEUYY] Hore Fa7]50 2HS T Zlevigel
o] Fwoll oet M AMuls T SiAlE JiEe] Lol

JXH GELZ z;inq AL B2B7} B2C1‘L‘E’r Aoz desiy, o

lo

r ;IN

o orle
_0|L
2
R
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frooh §2 AN
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22 =U 714 2 A 2%

=U 7194 7t AR #RE & 5 e AR A= T WA 719 T
AR AY s AmESIh QIEyle] ' IHm tEo] 2000dH 5of =2
AT 719 2+ ARG AH7E dshA =k [T172-1]19] 2001d5H
2013@7kR] SAGANA ZARE ARFAE AZAIAN FRE Holx: 7Y
7t B2BA=7F 2001d0] 108.9%2 A&std FR7F 2013dof= 1095. 7%=
139 wholl 1008 o] 7t stem, 2013dells XA AFAE Az
1,204x0A4 1095.722 91%E AASHA =HIoh. 11 o2 7Y H73E
(B2G)o] 70.6%, 71¥-aH|AZHB2C)0] 243%, Bog  AH[AZHC20)]
13.4z9] o7 Uehdth(EAA, 2014). 2L 7|7F 59t 719 7+ B2BAH
HollAl Az HAZGe Aules BH [I”2-1]13 Zo] B2BAFAA
Aol AxAL 2001 79.8%LF ZA|stA Zlo] 2013o)= 71.8%& 5}

F FAE HolT glor], AxY 9 Zanhd, DAY, L5, FH-IY
554 9

AEAH A, A7 7 A 5o Au|Ael HlE-2 20019
20.2%°]" o] 2013Ljoﬂt— 282%2 A} F7VelE FAIE Hol1 Ao (E
AA, 2014).

ARFAE FAEAH 72(2001-2013)
1,400,000 1,400,000

1,200,000 1,200,000

sl B

1,000,000 1,000,000

800,000 800,000

]

888 6,207 8,012 8,524 9,788 12,006 13,414
6,005 6,443 7,921 9,132 10,226 11,359 12,045 16,005 185 21,160 24331
2 63 27,349 29036 34435 36801 5 50455 52,772 58375 | 62478 T0.649
7 206,854 279,399 319,202 366,191 464,45 5 592,965 747,000 912,883 1,051,162 1,095,696
—o—3A 118976 177,810 235025 314,079 358450 413584 | 516,514 630,087 672,478 824,302 099582 1146806 1,204,091

— &1 7HB2E)

[(Z-2-1]7FAE AR 2D

1) &A: E74]74(2014) A IAN & FZRAE(2001-2013), B2B U B2G AP A2 Alo]H| 4
‘g% FXAtl A ZAME B2B W B2GAA BRI :‘JL_°]'5J 74101 SAE URL http://kosis.kr/st
atHtml/statHtml.do?orgld= 101&tblId= DT_1KE2001&conn_path=I3
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= Uol A 20008 o] 719 It Al FRO] H[ekAl gto] dgE el
3k, olojA < 34 7H2014-2016)2] AlEstE AFAE 7] IHB2B)
Aol EIEZE HY BB-t7]d Fl tgr|daE4E5A0] tfEIRE
12.6%(20149), 13.1%(20159), 14.4%(016@) 02 Arssigon, 1 9
B2B-th71gell HEohe 1-22F Wi, B2B-FA7IGWIA7I, B2C(4:H|AD),
B2G(3H), afeJet 22 AfFAY] mEdiE sttt B2BAA Ao
Hd, 20149 70.4%1A4 20159 72.1%, 20169 72.9%% B2BS] mjE&R
L =gt Zoa vyt Avtdor 479 B2RAH] mE1x
7b 7P 2 ARE AASHE itk S [2”2-2]7 Zo] ARFAE mE
5 Holk = B2BA RE %ﬂiﬂﬂ 72.9% ©)’3& ZAsHA ik

A =AE o E75(2014-2016)

)
&
=)

150
10,0
0.0

BIB- U{ﬂ“ = BIB- BIB-
PIIS 2 | PIPAYFALL, FIVIRAY | mOGHD @) BIGAE ) e )
(95} 259 d (% (95)
2014 126 159 19 59 15.7 8.0
m2015 131 142 448 6.1 148 7.0

2016 144 16.1 424 5.6 4.7 6.8

[1™12-2] AFAE mfE712(2014-2016)2

[2/2-3]2 719 2 Al #+2E 131, 23, 37
(2006 ~ 2016)2 FE5}] AHRgITH 13} 4G B9, 9

A S EshaL, 24 A2 AR, A7) 7kad, S719, stemrleA

2) £ SAaNA7|9E, WA7|AYBAEAH2014-2016)5 Sl AFATE 4, 20149 AR
URL httl!i //kosis. kr/statHeml/statHeml. do?orgld=142&tblld=DT V15011 108&conn_path=I3,
20159 ® URL http://kosis.kr/statHtml/statHtml.do?orgld=142&tblld=DT_V16011_108
&conn path 13 20169 %Zﬂ URL http://kosis.kr/statHtml/statHtml.do?orgld=142&tblld=
DT_V17011_108&conn_path=I3, B2C(Business to Customer):”|%-AH]x}7F 7g*|EH B2G(Busin
ess to Government); 7[Q1-A%7F Az

_11_



g 9 Ay 9 e B9Y, dd9e ZAsth 33 e = 9 &
MY, 29, S9Y 2 SAHY, 2, 98 95 9 ARAMRAY, J
€ 2 HYY, P 9 A, A2 9t 9 vle Auad, ArdAEw
2 2 AR MEAY, ws AuAQ], B g AR AR A e
T oAZZ D ozt MEAYS mERth 7Y 7 A 7194 2 BE
2006 7M1= 27 Abdel sigshe At 2/ 7194l #7F FRE <RI
o, 20169 SolAE 719 ZF A 79 F 27 Ade] VY] = A
Al WEol glo, 33k Abg, = MElAadel sigshe 719AC] = 20061
o

3,91270 714ellA 20169 5,6897F 714
270 ZIdAeet Bt F zpolE Holil U] ¢kot, = B2BA g

golA Al 52 A7t S7FstaL JlEE HoEH

Heh 7 A ==

2006 | 2007 | 2008 | 2009 | 2010 | 2011 | 2012 | 2013 2014

5,665 | 6,616 6,343 6200 | 6,553 | 6,892
4047 4280 4507 4812 5137 g :
—o=F g 10,766 | 10,746 | 10,926 | 10,884 11,045 11,722 12011 12,232 12417 12,460 12.471

&9 L6589

[22-3] 719 ZF A= 7194 422006 ~ 2016)3

el whet sl AL FEAQ B2BRHARel AL BRI A4, AxA
5 F2 A% o wAd BES thRgod HE SelAk Adud A
A AH|20] FRAE FESRA BBAGAAE BAN 20 HEL
W Fad molE adet @ 4 e AolthEE, 2014).

3) 24 BAAR 719EE2AH2006 ~ 20160 Foll AFAPL AdEFEZ A4, FARURL
http://kosis.kr/statHtml/statHtml.do?orgld=101&tblld=DT_1EP1020&conn_path=13, 4g=%o]
T2 F8EE Y2 dlole A A<l

_12_



2.3 B2BAMIAEE Y o4 1
2.3.1 B2BAUIA BH 9T 58

Ao ArRlol A ABIAZE 2ER|SHE FReE AH]A0] FQAdo] gt Q14]o]
SefjEHA ARSI} A O] HHEE ol 2E F2A HIE TP oot &
< AA 253 9=y Aol MMl S ARdL(service-dominant
logic) 7F 5™ 7|E AF SHA Al=zRE mfziad des 9dsiiy
(Vargo and Lusch 2004), Au|AntA|g-& F4a3F °¥v‘:_'—%f—°]:§ st ohef
& FAE 7ML FHS AFS st 9o
Ao MEo= olsfistittH, Lol AlEs Xk 3
HE BAgES AHlL BAY] deto=w IHshe Mz %%
i, olof wEt AH|A wpARolghE =2 Q
A, 2016).

1960 =4t ot B utAIE stA|oA] AH|A7F FE O] AFFA| 2 A]
71 o] Zdr] AJAReE o], 19709t FE 80~90dthof o]ERA= A
H|20] S tigh o]2A] AAE Sstal AgAQl olgpol ozt =4
A71E sh=dl AFsH gk 19909 SolM= Au|aFdol| F55H =4
A SO ek ohefet Algho] QUi AH|AFHe] 1w
W yop AAFA T uXE FEFel wit BAo]l gFEHA o]t TS
A5 TRt o BAESIEHCRA, ol 2014).

[182-4]2 =S5t g B ARISS), Futo](DBpia), KSI §H=5t&
AE(KISS), #st7|&dEAE(NDSL)S] DBE Fsto] =uie] B2Ce}, B2BA
ol Aol Au| At DATE IS Ao AAS HweE ZAojrh. AAA
= A5kl sl B2Col M= AR, ABAF, ‘A =i Ay W A3
Moz ‘MUIAE FAOR AFH 7]19E HMS Sto] dd FolE 4
Bk, B2BolA+= 719 b A=, ARAT, B2B 18 AHIAE
i 7‘H74"H2§ Sto] A FolE AmHSIrh B2Co|A ] AMH[Aet A1
o Wt dte 1980ddele A+t 3.4Wold A5 AAo] 1990 o

_I_4
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£ d¥T 86%, 2000 tHellE AW+ 590, 20109FE 20179717 1%
 981H e ® 20009 E°f A% A FEI AL @ AFAES
ALFAR ZPgg Worer glrh

dey L3 717 FU3E DBE Fote] Ul AHIAEAT, AfHIA
B2B', 71 7F A, AEA AR E %ZME A= 719 AAS ot
7178 9] =7o] HAHSGI=H, 80ddels & 4xielA AlFste] 90l
5271, 20009 o]l 357, 201089 £ 20175177}11 300422 ¥ B 30
Aol A5 AHo] 1. B2CAHH AN A ] AH| A8 uAREE o] Hjgh
AFHET B2B 719 1 AN Ar2of tigt AFtE obAlkE FAHL
2 dHor v g2 A7t Holof o= Aol

>

B2CAH] A2} B2BAH] A 1 50]

1200

1000 -I/\. ~
7PNV

4) SN 5_./‘\; ARISS), FHu|t]o{(DB ia),  KSIEH SR (KISS),  Fsh7|&A HAE
(NDSL)E %4l 25| AAgh AMolS ZAlste] dry A1ASE APt TEe 14



(functional) &AL F 7k2] ¢S AAIsHAH. o] F 2pH2 X[2HE AHA
E4(perceived service quality)®] dFteo] 7|HE oA, 7&dH 4
(technical quality)2 A& ¢ 249 #WME AFfolAt 7|et
& 4 Sl o7 7R de S0l xZE 4 A, 7154 FH(functional
quality)= A99] Bk, HA, 239 24, Szl do] AH|AQ14]
obal Stk &, Aol 28 Adsted 3540 IdFE T 84ad
Z1o|th(Gronroos, 1984). HFH A& S|Atete] =90 &4
(technical)” ¥ “7]%5# (functional)® ©]2t= A IR of
FE] TA= "otE(hard) "9t "AZE(soft) 2= &0l HA AR &
Aokl s TtH(Szmigin, 1984). AAR StE=(hard)= A2F(strategy), X
(structure) 12|21 A|ARIT} 22 EAo] o] §E|QlAl, AZE(soft)= 7|&
(skill), 2¥ Tx= 2ABrdo] o]§=o] A Aol =)
(Peter& Waterman, 1982 ; Lessem, 1989).

Szmigin(1992)e] A toA= Gronroos(1984)2] 7% (technical) F2¥

715 (functional) &4 oA StE(hard)FET A£ZE(of)FHE AH]

P>

Al 5 99l
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i)
D)
0
filo
1
)

F1 AdEA (outcome quality)& F715t] AH|A7}
o7 FAgstt. StEERAN AnE

©
o Al GFL A AT GFe FAW ADE FP 5

Fm
L

o
I,
o> r oM
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ol
o
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o
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©
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19
e,
oz
2
— 1o
R
=
2
N
N

N
< Holmlund and Kock(1995)7F A|AIRE AMB]AFHAAA|A Ayt F319
G2 AAE EZ(economic quality)} A E

Holmlund and Knock(1995)+ E&AE9 ¥t
fo]x §871& AH|Aet AES Avde 7I9E We= ApE
YA HEYIA Fuatel Al o] AH|AFA] ednt JFd=S
AFStATE. 19 Aol Mu|aFEe] FAAEE A F4H (economic
quality), 7].s& &Z(functional quality) 12|31 7]&2% F&(technical
quality) 2 37HA2 FEotch FAAA F4(economic quality)<
A4, 47F, AL, AufE]g, HAMEE, HHlE, BFHEE T8y EYHA
2 H]-g-9] steiates ZJtetal, 7553 EE(functional quality)2 oA,
A=, AR /A, &F, A, Wi B/, sisxd 193 H249 sk
Afow PN, 7ed F
specifications), 70, testing, A4k, A5, A8, FH], AFEHALH, Bt
a2 goJstylon 7laA AR
9] 7]&o] HHal st

Homburg and Garbe(1999)= ZI1AAHIAIZAA o] AE AHIAE Ll
sk 719e e = B2BARIAE o8t FHiARES] AIF A SlolA

s

AulaZde] diet FFHES st o] Aol ds2 MuaEds

ol
Ol
ol
=
i
o

A(technical quality)2 7]&2 At (technical

(technical specifications)?] 7} FQst1 2
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Gronroos(1984)9] 7|&=2 F4Y 7_%01 AR
AulantA" ZRIolA AMHlA FE Fxe =49 o717 vk (Brady
and Cronin, 2001; Zeithaml, 2000; Zins, 2001; Rust and Oliver, 1994;
Lapierre et al.,, 1996). Chumpitaz and Paparoidamis(2004)+= st=¢o] 2
sxEgle] $8 T2IYe Tleke ARAAY sG] AL gz
S ATolA 719 b ABla BRA Al 744 S st
AR Gronroos(1984)7F A|otst Mu|AEA LS 7| 5HY 7|&Z ZHo|A
1440} G, T WA, Parasuraman et al.(1988)¢] A|¢tet  41=]4d (reliability),
&/ (responsiveness), -5 (empathy), X3 (assurance) ¥ -3/ (tangibles)
4 SolE ARgoto] AMH|A FAAEE AESHAH. Rust@t Oliver(1994)7}
ARt Al B e IA-Ad FoAg, MHlA 2 B AH|AF et
22 Al 7R ZFEe] 2ol gt 1A BULE V|t w AE|AZEH o
g Aot 12yt ot Adetet 24 wiEl F of
L Zo] A2 Btz &Y ttBrady and Cronin, 2001; Rust and
Oliver, 1994). o] A~oflA Au|AFA P2 Gronroos(1984)2] Ao

Astel A% B Aulz WA T3 &AL AusE dehie 743
FAAAT Aulse] A 9 Axeh pAR Aula Ten Auas HIHS
HehRE Z)5E BAAR0R o] SAskAn. o714 7%A BARUS
QHRLe FEAEH AUucke UA Auzx g 4184 2 A
BAZIY PRl gt ol SPoln), J15H AU T 4 5 A

§8°14d 5 A Ade] SAGFCl A Ark= HollA 71E] A+
Z
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Caceres and Paparoidamis(2007)&= 719 7t A= 94
oA Au|AFAN HAFE T HRE om|7te] BAE A5,

4 Fge B1 AN BY U SAe] HAS ojulx) wgL Swos A

BT, 715A FAL ALY F, TAAS SbaFe) W, A

2 AT W aem GRANL A go| Aulx BY BAY FBE A

ol S Jm o SRALE A gk JAE 95 7
1

o] 1 A7|Hel B|AE FAAZE= AL B2B(business—to
—business)&20F2] FQREHFo|tH(Webster, 1992 ; Achrol, 1997). Zi}xo =g
ALAES DALY Fr|Holal o4 Qe BAE FHst {A5H] 9

=8 FEstE o] ZofollAl ZIgol A A A A
HIAE Algste A9 54 % EF #4 o7t EHUth(Gounaris, 200

5). olelgt aF] Bealy] Sla ATAEL AzE AuAEAS éﬂom

Parasuraman et al., (1991)°¢] 7§t SERVQUALZEE T 47 ¥
SERVQUALAHLEE AFEstgtt. 12y} SERVQUALHEE= AH|AS &
Q40 AlFAre A=A, 384, BE, A% #HE 84E SHste] A
MuAFEAS SActed A wE 9 A7) AFA Aer #2 d

] e

Hlg-g wobgith, T3 SERVQUALE AHIAAIA:

rﬂ ol

ox N ofh ofh _lllTl

MY o i
e
o,
ol
N
o
o,
2.

N,

A1) Fulte] AT Bote] Aol Telm Lzt Al
& FEHQ AFo] Yt B2BAUIZ A Hgol

kol A AHGounaris, 2005).

o3
KT
ini
r
rr o
ol
L)

=] z] Fst

Gounaris(2009)= &7t 9 19 AJus 9 P& Au|AE AFsH=
AEE, ATEQo] 7id 9 {2 AA 9 35 &5UA & Hl 7HA] At
o

Hol= Ao 2 B2B(business—to—business)@HF oA S1A1E Au]A ZZ
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B Sle Adden £EE WS AZsio] SERVQUALAES) dhet
Az 24 INDSERVHZE Hwate] H7lstoict.

INDSERV= Atgtmate] AujAagde] thegt Q142 FAsH7] flsl A
2 E4(potential quality), osF=&Z (hard quality), 2ZEZZA (soft quality),
AWEZA (output quality) Hl 7FA] 2pgor AR MH|AZEAAAL AQst
Aot FAA ZEA(potential quality)2 ATl AL AAR A|ZE7] A

ﬂHN‘
o\N

2

o Aulag #3F + e IS 8= FUIsH] As) AHgste M
oL HzYUA 7+ AujAo EA

(Customize)©] L7t oA AH| L0 5ol et S8HdA ol ¥ A=V
mfjZoltt. k= F&(hard quality)> AH]|A Ei/ﬂ]ioﬂ/ﬂ 3 Fol Ay}
o] Qo AB|A AlFJAZE AMESHE AH

AB|27F s AEde vl 422 E F4(soft quality)% AL Eages
22 Foll AEA7E EE A

Aol Huste] FTge] 9o
FAeAdor Hie oA o] dub A Q1A ufe] °}°ﬂ‘ﬂr 015'1?} =7
AEIAE ot Bt 384 BV 2ASHL A AEAE 1L
o] EXR QAR S Z2A|AS golstA| St ZA3HEA (output qual-
ity)> AA AFEe AFT Aujsof gt 1A QRS HARst=d AH]
25 AFctE e 71ed =8O AaEat ofuel AuH|ATE Ao AlE
k= 93-S YErdAtH(Gounaris, 2005).

Woo and Ennew(2005)+= Fufixjet whufz} AFgzrgo] RAy w48 A
M5ty Argot= IMP(international/industrial marketing and purchasing gro
up) A22Hgd (interaction model)& Aottt o] Aol EAL A&/
AH] A wBHproduct/service exchange), M52 1 2H(financial exchange), %
W eHinformation exchange), AF3]% W H(social exchange)@t ©l&o] #7]
el A W4 = ALsH/ @S (cooperation) H A-S-(adaption)¥ A2 AL
ZHe =88 B9 7] (atmosphere) 9] ZH-S AASEHATHFord, 1990, 1997
Hakansson, 1982 ; Moller and Wilson, 1995).
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YL SHAAUOR Sk J15H BUAL, V168 B4 Jei1 Wely
i | 7t 2gARoR 74Y AuAEY 53 HER B-SERV
QUALE AXstech. WA A2 8 Ausmst Bgeld wasks v

]

olelgt ulgEol FujrIle] FAA FHeIA Flolste 3

27} e o PO AEse] AAH Edo] Hrhy AXsH Pt 19
2 ugsks Hg pele] 2o Ayels] wiEe] HFda wg] weiw
A AN AEEE Boksked] Tejs) Holol @ Zolck. o|Hg HFWH
M3 B AHAY SEe AEs Holgolehs AdoR 49T 4 9
oh % ZAA BT W)y BAe FAA veART vFAA HgAge
2 dEg 4 otk § Az A5HoR dsele J%d B AR
v 4oag FAR s 4 At 3 J15E B2 AeAEd] oF
A4 QI4Ql Huatg BAT AHAst ofPA AL BAE NAE
A2 re] @ 4 otk ol B3 AEAg FUL Adait EgE A
Ha AgEAe webe, BAEAL WA a4 ofusty] EelthEhy

2, o]A43, 2012). 3, 0]A45(2012)¢] B-SERVQUALL Hutst =1 B
2BAHIAZEZA T Ao FAHAQ AHEE gAoH, Ao HHE §

H2-2]°] B2BAH|AFZEA o] et A

s
2
-+
el
s
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s
N
N
~
Y
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[#2-2] B2BAH|AFE Ao et I
A2} Fauae 9 A Aol
Gronroos 7142 %Z\:}(techn.ical quality), oA qA
(1984) 7' &4 (functional quality)
Peter&Waterm
St=£ A (hard quality)
— ’ 71]
an (1982), AT EZEA (soft quality) B2B714

Lessem(1989)

Szmigin E}E%Q(hard quality.), AT EZA(soft quality) A oz
(1984) Z3E (output quality)

Homlund and | 7]&% &% (technical quality) SEEEY Ol A
Kock 71524 EZ(functional quality) ] T AHlA
(1995) ZAAA 24 (economic quality) A& QA &-uf 224

Homburg and | #+&% &4 (structural quality)

Garbe Az ZH- (process related quality) 7| A 8] o a7y
(1999) AaE EZ (output related quality)

71%4 #3A(technical quality)

-71%2 2] Y(technical assistance)

—AEE A2 AZE (product and servi er=otet
Chumpitaz and | _ & =1 (1HI= “2si=(product and service 2mE 0] Hu)S
Paparoidamis reliability) o=
(2004) 7154 %Q(fupc't%onal quality) A A 2870 o]
—AA S A7
A4 (accessibility) g
-Ag 2] MH|A(delivery and installation o
service)
71&4 AH)2EA(perception of technical quality)
-4 78| (advertising champaign)
Caceres and 71'6 AH] A& (perception of functional
Paparoidamis quality) B A 2~
(2007) —9JAA 5 (communication) Fujr Y
—8j %A 8] A~ (delivery service)
YA A 8] 2 (administrative service)
A4 A H] A (commercial service)
. SIEE A (hard quality), 2ZEE3 (soft quality) o 3wl A
Gounaris AEA (output quality), &4 &2 (potential AE A~
(2005) . A SRR
quality)
A&/ 20 8 (product/service exchange)
Woo and 72 W (financial exchange) 7012
Ennew B WE(information exchange) ; s /ﬂ?ﬂ] N
(2005) A+s]A W¥H(social exchange e -

&A= (cooperation), #-g-(adaption)

742 EZ (economical quality)
He]A ZZ(convenience quality)
7154 EA(functional quality)
P E A (process quality)

F7E A (empathy quality)

A A At

. °142(2012)9] =wollM -85t A+ A4
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2.3.3 = B2BAH|A FA Ao 13

S S AE 200080 o] F B2BAHIAEA ] gk =0 AJZES
ot =G 91(2003)2 A7l (customer life time value)Atg-E 13t
Aol AR A 719S dFeR AuAREY FAAGES 2, 714,
Az, FEAE, =% 38, Tedued, AAEAE, Asdk:, SUdA
2], WujAu| L, ZlEAr s, JEAR L, BuqH AR ieo] ST HE
178(2007)2 AHAZ|HIB2BAAA St ez AH|A o] g7]de] Arjx
|54 o]l gk IS F= 2Ue mefstal o]

Stz SERVQUALS Higoz 175t on, 5o
H§E o SHHezA 2dsti

SAR(Q008)e BB c-nHAEdolA £A710] BN e-nlAZHo]

BN
N

N

N

0]-83H2009)2 AFAA AlFolA F= | i dzret 2 A3t
o] Z7AFAEe mlAle FFS LA iAol SRt
ol AlE](buying center)®] Y-S o2 FFAA g ARt
FAZe] R&D, 44, BHE 2t AGAESE, IAZ AR T

of A5t o d+t= B2BAEACNA T dAtet i dAket

o

[,
mo rr
of4

o
ol
oL

-

3
€3

N

S
HojF=al glek(o]-g3t, 2009).

ARAR010)= efelam] QQAgAo] eRRIFmIdAE tdos Fuid
Aol A7AFEN FFS "lA= BAAE AHARNES AHA FAf
a7y wiZiatR R okotd T AMgratitude) S A|AISFATE. TAUHAIE 2
Aglog = APAF(Doney & Cannon, 1997; Smith, 1998; Sin et al.,
2002; Palmatier et al., 20060)] <75t FAMY, TATAL ALHZA, &

w24 1o
ol
N oo I
=)
E
Ir
)
lit
£
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0, 924, ARUACINeR AFee TASA o] AFoH 1R TAw}
AYY AE FARE] ol2H ZAL EAsht, TARAY dadadow
SHo eqgo] stk ol2a AL 3] 2o}y
u<zolo>L B2BANS AN FF7145 A7 2 AdelH BF
H2gk 9IS Ak ERANA AL AREY, FEREEY,
, 7H§L/H ;q] Pq] ;d/\]/d Z]OJ}\]/\EH_(_)_E ;gga].ﬂ oz
JFS FYatgch. T 1Y 2
2 oleloll EZAQI Au]z x}%—g— stelskx) 23 ob4lge] Atk

o
fols
_E_l‘
o
N
o

=)

AO{N‘OQLL&%&-IN_E

0_>f4 _>"'4 :|:1 nHD

BEE

=)

R

rr

£

I

[UIIU

inels
mo 1% o

2 rlo

Z}/‘}o Jﬁ7}0}—tﬂ o] Keller(1993) 2]
oju|Z|E o] HIFsiH
= AlAE] HF-RQ201D2
4, "ol &4, 71e4
A= EAelE(groun
heory)®] 7H¥r3 9 (open coding)?H (Strauss and Corbin 1998)2 3-8}
g, o482 (2012)= HAF5HSTS B B2BAFIA S AH|A
Ak 7 Atofl Z4este] B-SERVQUALS A9Fs3iH

TRy 7129 A 719 ¥A B0 0t AE AEE 9 Aq
A A NEE] oyt Z2 A Gt A Aol SURCEHN, 71E AA
oFe] IAAS = ¢ St oulE Adu. ols Ao whAlul A mjthy
2 oA APAF EHE(short—term transaction—oriented goal)ollA] #7]4
A 5% EX(ong—term relationship—building goal)2 o]FH =144l
€], 2007) Kotler(1991)9] F43} d2|sh= Aoz 7| of 7IdaHolA &
A4 JAFLSE H Ao Bast TARAG] it 77 Zatt Ao
tHo]5%F, 2012). O] F(2012) T_HLLH Rl dAt & tEEHE 11705 A

O —

o 1

1o
2
32
ol
Am
ol
m:
1r1

i)
oo
_O|L
|z
Y
I
o
)
1o
s
B
[r

ok
rE
M
=
=
o)
H—1
o)
5
[>
it
iy
e
H—l
A
4
re

N,
o N
lo,
e
o,
re
-+
> i
of
ot
)
2
o g
.l
of
—VL < rst
o
>
X,
o

i)
ox
it
i)
O
fol
2
ofo
i
i)
)
ro,
ol
ol
2

oE ¥ 2 o
'_\:1_4 —+
£
-{O]{
e
o¢

i)

_23_



Hifieof tiste] AJZ}2A S A

AEeH(2013)> ujs HElo] AH| A9} Mu|AFH] AL L] F3F
AHAof £3rh= Heoll 242 9HA diF euaddS i o= B2BAH|
274 AdS szl fs) IMP Ao ARg AHIAFEERQ1(Woo  and
Ennew, 2005), 7=g+¢] POEQuA 1 FAEE O] 4 8 9 (Preiser
et al 1988), AHAIZ|ste] PADALS =9 Z2ZQ2l(Mehrabian and
Russell 1974)5& ©]83dtod Au|AAE EA(service-product quality), A

A FH(economical quality), ¥ F&(process/system quality), FE2-8&

3T
™=

ol
g4

O

A(interaction quality), =224 27 &3 (physical/environmental quality),
ou]z]/&217]&F 4 (image/mood quality) @] 6712 2¢-& -85
AB013)= 719e] Zete= Au|A Fo|A laaS(nfrastructure as a
service)ol 2H¥& wWEI AHIEZE F9st7] 98l TAMl(technology
acceptance model)¥ VAM(value adoption model)& 283t AT It
FEZ2014)s APALA A" ATATS dolA B2B7Y 7 A==
A AEAus, AAREA B §A7de] S daeR sl TRl
AMBIAZIAEA, B2BAH| AFHo] BAFAN AFu) ko] mAl= FFS

stz wﬂw el A7, AvzYR, A AR P4

=
& Kock(1995)3’—]r 3&’%}‘“/&, 01*3@(2012)% 22 AuaA @A oA F
Fie AR AAH JqFEE ongith 7]ed £42 Homburg &
Garbe(1999), Holmlund & Kock(1995), ?HA=, ©]A45(2012), ©]45(201
2, 2016)9} 2ol AujaAZ A SlojA FFuh2 Au|A9] 71&Hd 7]oF
T2t & 4 vk, 2y of2] B2BAH|ATES FESH wrdskA Z§ A
T

r&"

o]
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1 Tl weERAe] HgE SNSEEol
3 2T, ol Er2 fEY /g B
IdFE 19 }_1_1]- A X 7% 7] (information
=

7](entertainment motivation), At3]4 57|

”-}Eq 7]‘”‘:‘3}1‘:"“ et d¢
Zof digt A=l mlAl=
—seeking motivation), <24
(soc1ahz1ng motivation) 2 FA4H SNSAHE-&57](Johnson and Yang, 2009)&

&5t B2BA R0l A HItH Fele Aot

Q’r‘jﬂ(zon)o IMP/E 28 HHlo A A&/ AH A et T Hhof o2
APATE v ow oF JRwer § 2, A4, "4, A
2] 22 B2BAHIAEE 8RIES S3ot] SHEHAIE B2BA A oA 2
/\15 Eat ]O] Z]J—:r"UH—JEoﬂ 2l FF= Ao

o1, AFENL/EY

g ofell 3 29 AL st €

9 AtdruiAE fdez AulAg 1%6P7l rqifoﬂ & deztgol o
+ sa% lor AzpEe] A4 Homlund & Kock(1995)%-°4 el @
= dRet sE, o|de(2012)5S Bgste] Aok Y1EA FdAd
& SHeAlE B2BEAAES] Adabge] bt el Wesol xetE
2o oo tigt 5% Homlund & Kock(1995)59] &5 45t
TSI, AAd AL BBAHANE 714 G 4ol Fast

H

Al d&°l Homlund & Kock(1995)59 =2 A5ty F4dstAt(E

ol Zo] FfelHY BBANIAEY BA AFE hEE shtel o)
o2 7|28 BPstel ATHo] AT, YW
AFBEY $4S AF] ATHAL. Teht o5

=
2
2t olAE Hug 7L WA RS o] YORE A&HOE ofy

[}

lo 1r _121
X
&
A|m
o,
=,
33
)
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WAS 4% AZSHe Adlst AwApTel B9

=
Zoltt, o] B2BAH|AZ AT

1—

A7t thekFstAl o] F
AfE= [HE2-3]eF Zo] A s}

[32-3] =] B2BAR|AEE 5 3 Ak
AR Faws 2 As AT
shgel | BREANY, Ay, 1ed B4, AAA E | seld BBAAY A
B2BAE A F X
_ - AAL7 o A}e] mfjo] A
AA8 | ARA 571, AR 27 57, 20FF 57, TAME ;ti:i;;kﬂﬂﬂ
2016 7o 2 3t x|ztE S @A 2|7hE O 35]A] = L ° B
( ) ] ]"1 T o O“} ]'—1 "IT—J o %ﬂ%i 'uﬂolzl'é_ ﬁ]’%ﬁﬁ
2 ARES g
3}k A= 5
B4 | ABANATE, gungoly, ARATA, Ag | o T9AE Tkt
(2016) /\é, EH%/\C_)]’ /}la/\é o}oo}f ]I:l <) }- ]—E
<
o5 | B-SERVQUALAE
C | AAM B, 71ed B4, BEY, JeREEA, | BBANAARNT
(2016) ol gz
2dH | ABAN2RS, AFAH D@ FARug ASA @ | AEsde 9 sEA
Q014) | % @9, AS 2 g
A0 o +
Qore | TARAGIE, ), WARS, 2%, gt PCBATY
gza | ANAOBACHEARY Agd,  Auadwy | S Quldel 2dd
Gole | HATAAYS), BBANARACAAEA, 1% | @, FFAAS AN
4 £7) Re ggsts A4
A5d | ANAGEED, BAA BA, HEL FIAEE | oo un ae
(2013) | B, B BAED, olnA897|ED —ee R
TAM(AZE -84, A2bd AHg-8o]4),
Ae A g, 7199 da4
J—ﬂ_ R I S E) o:‘ =] 1;].]—/"_
ABT | geres auisel AEeCizE sy, Az | TIIE AR
@013\ gy w2t mery, Azt med, Aza ag | T CT
4)
opIuAs TRy elele] 44, EAThuZkA, 8lat
oloor | B EEARS olmxzpE, e EAC Aulz,
d&m A%A e, AU k1A, Sk eRlnt | F ol
A" 9 olMESS, sl digt A=, 454, =
By 457, YAAZRGE
SHAH, | B-SERVQUAL: B2BAIH|AZ A 7t
oldz | AAAEY, NHEY, TUEL, WY B, e
012) | A 22
g | AuAmO(ARWY, W, AdBIA, | Adq AuAS ol gdt

ol o4, Aol uel4)

A Qe 7IdEe did




= = - oldto]ae] o
O | A= 2xieolelsl ANAEUCHE/ AL 28, qaday 2 29 o
011) | A4 wg HRwe Asld weh Q) Bad_SFRL S=
o 1, = 1_, —1 O ?:]7;]'%_“__—5-__% q_]/g,
dde | AAA FARA N5H FARAGABAL B | n v geraua
(2011) | #8EA), 71ed BEAAY, W FEAAY) ’
A | AR/ A Ang, AFA we AR ARSA W | ek oy 9 5elo
(2011 | & A& B
- o ] O CEELEE=EE

= o = o = = =] T =TT
Hrgs] | AREY ASALEA, FEANA, FEES, A | 25 ‘:‘H}ﬂ T 7“7"]
(2010) | BAFEH, HAA, AL 2E %E e

_— shelgul o]AgiA|o] of

Qo1 | AR BARA AdER, fd. oled Qltujzt W o odgk
2}

olest | gwdAel R&Del digh 52, A4, AR | gm0

2009) | BAEA AAARSE 1A QLS ew wE

oAd | UEYT B4 As 84, TAA, BTeAE | MROAEZA S 83

(2008) | A, A=A B enAZ e o] ~

v | AE|AZA(EZA, AEA, S48, SEAD), o8]

(2007) | 7 A GUIEAISE, AFAD4E) MRS BAB AT

4 M, Az, FRA, B9, FEUS

L

g 9] =i >
s g, AAEAE, AR, FedA, wojAus, | A9 Az

(2003) 71EAH| A, ARAE) A T A Aqu] A '
e | 1EEAEALS, S, 1951, B0l
003y | AIARECINE, Amgdw, ASAEN), AEE4 | BBANY

EASE NA5E

HgaTE A=z avd Ao

2.3.4 IMPAI S Z-go| 23} B2BAH|AZZ] 29

Gronroos(1984)¢] 7|&2 EAxtYo|ut Parasuraman et al.(1985, 1988)
9] SERVQUALY T SERVQUALS HEE =AHALEL Lujzte} moj
2] AN B2BAHIAE SASH|ole APk Eskath(Carman,
1990). Parasuraman et al.(1985, 1988)cllA] &Wsto] AH|AZAo] gt A
7] T2 MAABA BHAA A5t AH|A~FA o] Weto] 25t
gt dF A4S0l BBy 7 AH|A0 TS AESHHA AH[A
E4E FEAATBienstock et al., 1997 ; Ullrich, 2002), 27]dFAA=
o] A5] B2CoA AR E= AHAFAS B2Bo A8sh=t 32 FATE
!
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I3} Lapierre and Filiatrault(1996)+= B2B# oA o] HE7 714H
%48 71&9 B2CEA oA 7ErH SERVQUALHE= ZHEsl= AL

_I_:

1
l>

l

Aol okl 2 A5ttt SERVQUALS B2CS| AH[AYAAAA] AJH]A
E4S A5t =32 29/ QHET|= SRR B2BAH|A HofofA o]
HEE ol Hgo= FAE Ed Futo] gle ZoltHCarman, 1990; Cronin

and Taylor, 1992). & AFIA] Alol|lA F5Are} 22 Fujap Atolo] A=
AZL BAGEE ZAl] wet PoiR-FEA WAL BAgEE 2dS EX
olE A IdFS "IA= T8 ¥gEo B A7 mpAIG oY Ao
HoFof A T—QL@' AFTHALR =5 o (Dwyer et al.,, 1987; Anderson
and Narus, 1984). Dwyer, Schurr and Oh(1987)x Han(1993)0] Z|& 3%
o] 11 &S FiA-FEA wetHAe] P Al gt ¥l RERY
< AR ohE T Aoksk mHHoR ARG & 5 S Ao Hh (@
21, 1998).

IMP Group> 19780l AFFA] Aol A FFufjatet =} 7]
2 A et FAE XAk BHo=R dYEeH, H 9
(IMP Project= Z&gA, =, ojgdgjof, Ad 2 J=rof] 473
ofol s3It o A WZU2 oA AAe Aweis
Aoz oAAZ = A" HA o AF5AQA 4] mA"
Hjghof| of-g-sto] A v =y Agolut AFAA] A2
Hg/dol B Holud, &2 Bl=UA AR Al e A& o
2kt wofjzp 7RO Ag7b opd XS EX o7 gtrh(Hikansson, 1982).
w2tA IMP Group2 FHfixbel @afzp 7ho] A Bl A=<l e akg9]
T2 & 7

IMPAT9] & 7t ] 542 B2BulEtolA HAFEAESY] 99, & 949 ¢
Ayt AgHor A7 € dsE Hojste J1z2A AHsith 34
IMPTLE9] 242 HAE ZATEHE Agsaitt. do48rde 457
915l 10007] o]/de] A

Hoagude] Wet PASL g ATF ARES dehfel ek £
A

4 A
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ojoF SHH(Woo and Ennew, 2004).

IMP Group®] AtAA] Fujz}-552F BA A= 1 2o gt o
2 e A uf v AY BAAYE AFeA B/A S AdzAgolRte M
2 A7 dodes AFA7leH Aost gge oy grpdtett
(Hakansson, 1982 ; IMP Group, 1982). £3] IMP Group2 AFdA| ufjzt
of FEA 7+ AHBAE ARl o|E, AHHE o|F, 1Y AHofE
o|go] vt Fil 7 7+ HEYA SHA EAS A=shom (P
A, 8RR 2014), 198299 KA International Marketing and
Purchasing of Industrial Goods(Hékansson 1982)°ll4 A& 2+ (interaction)
HEs Aljtstlet. Ao nde 3aAet ko] #AA] w e (rational
exchange) JHl £4& A% Rd=A TAZA weolzt 719 1+ Azt <3
do=z tHE A 73 A7 BEeHA Aone 9EA A
(discrete transaction) TH] Al&EE= Ao A&o] WAE AL HoF AR}
o] 7]&o] He MEUY WA A BAE u|tth(Dwyer et al., 1987).

Wilson and Mummaleneni(1986)-2 B2BAIAol|A o] Ftufztel FFAF 7+
A Ao IMP Group?] Aszh-g mdo] 7P AHjlsitty F3s)7]
T ofith. EE Walter et al.200D)2 IMPY=2g ROl F8 P2
B2BAJo A o] AH|AFAL thefet Ao AEo] WAA 7]solA Sdetthe
A AAF Azt BF ATHEFA, 2014).

ole] & A= IMP Group®| Fuizt-gg#F 7+o| Jo2-8
T AHIAZAT TRt A8 o] akde] Byt AFE
o] 83k Metcalf et al.(1992)2} Woo and Ennew(2005)7}
7|20 & sto] B2B AgbgolA o] Au|Agdo] Bt A

1o

o
[» o
2
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st 719 2 T8 e 4248 Processe @714 SW(short—te
rm aspect) ¥t 712 ZW(long—term aspect) 0.2 FLEHC ©r] w2
A E (exchange episode)oll= AlE-AH| A, 2T, AH 2|3 AFSA 1
ettt o]Z2 Z-G-(adaptations)¥ A T3}(institutionalization)
(cooperation)®] &7]A process@t &2 EojX}t, AFS 2F-&-(interaction) 2]
N 1eT 9d PE RE 42 o2 = gou pen 223 sjele
S0 ooff dFE We Ao kgt B 9Pl 53A EA
AREA AR Zet 2H7 (environment)SFoll A A2 2
o ok, opxjgto g 22 E9)7](atmosphere)E EJSHCH O]
of TAZL Fstel whet A Ql Ao Hit Asirt
Z| Episoder= THA] &2 2213 17450 A= A
AAA Q1 BO7|1E e dA, IMP Group2 HEA
‘A E97](atmosphere)’ 2t1l EHASFA L,

K
;
=2
H

(9]
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Enwironment
Market Structurs
Dynamism
Internationalization
Position in the manufacturing channel
Social system

Atmosphens
Power / dependsnce
Cooperation
Closeness
Expectations

Product | Service
Short Ir!r'nrma_tlnn Exchange Qrganization
ferm Flna_nl::lal episodes

Socisl

Interaction process

Crganization
Technaology
Structure

Strategy

Individuzl
Aims
Experience

Individusal

Long Institutionalization Relationships
term Adaptions

[2812-5] IMP Interaction model9

IMPFR 28R e] 27|l s AAAAAIGS] BAS A= o4

5) &4 : International Marketing and Purchasing of Industrial Goods : An Interaction
Approach(Hékansson, IMP Group 1982, pp32)°llA 14
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E(episode)2 Fufztel F52F Afole] U] 71z e & AEF-AHAW
(product or service exchange), X W $Hinformation exchange), AT+

2h(financial exchange) 183l AFS]A WR(social exchange)= A|AISHHAAL
2~

riol

=

Hog Sdsta]ztal 7|tioles Q4 sol B 4 k(Metcalf et al,
1992). ¢ yoprl o8 F& A (Ford, 1997 ; Hakansson and Snehota,
2000 ; Woo and Ennew, 2005)°A= o]=igt Y] 7Fx] w2 7[Q12 A=)
o ATt e Fol AAAY AMH|A~ FHS He A2 A7 ldal stof
4 744 isolsel Aea Agoleh AUL Hasto] ATAAKEHN,
ufE4, 2007).

Mo
ol

1) AlF-Av] A0S (product or service exchange)

A& M|~ 3Hproduct or service exchange)2 A& HEi= AH[AQ W
ofA 7MY 71EAQ1 WA eAE AFolu AH|Ao B A

AAQ1 BA Fa7t FJFS vl H(Hakansson, 1982 ; Woo and E

2005). A& g

A, AZ9 ESAA ZFA(Hakansson, 1982), 7= A9, AlZ=Z=Z(Metcalf

nnew,

rlo
N
i
lo,
I
k)
o
>
oS,
1o,
oo
o
o
ra
g
rL
H
2
i
1o,
ol
ko

2 Gronroos(1984)9] 7]&% Z=A3 TWHAA|Z
SERVQUALAHE F /34, A, A=A 2
Attt Woo and Ennew?®] AfoAE= AE w2o] 7|&d ¢4+ AE, 9

AE AE, oo FFe= ootk AAISFATHHAY, ¥4, 2007).

A mee shol i mweto] WA Am T A A} AUt
(@A, 2016). Aul2 FA PAANE AR RS Fas A ax
S

ojth(FAY, B9, 2007). AFugh: AA a2 AHgt FFA 75 H
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2 EZGFItHWoo and Ennew, 2005). 7] AFoAd= A

wehe ZHSHA g2dAY, Ao o] 4l vk (Metcalf et al., 1992
; Ford, 1997). 1=t} A1FA wek2 #A Y FAAY F874S Ul AR
24 g5 ojgti(Hakansson, 1982). & TAEZA HrlE Qs AHA 7|5

Z ShtoltiH(Woo and Ennew, 2005).

4o iy
i)
My
rlo
ko
B>
f|rt

3) FHEW3H(information exchange)

2]

95 weH(information exchange)> W& F+= ZEI=C} weto] JAISH
Gkl

H

THACBEA, 2016). Lee] Fo ZWelAE pAY Aol &

I, JHO Wejel Zlo] T7al FA A=E Uote W, JHO U
HoA= Algd dHO FR/RE Herh(Hakansson, 1982).

e AHlistE Fmkol ofsh
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=
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KT
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ofx
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ol
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__>|“[_I4‘
i
1
<]
2
¢]
of
ok
filo

o o

o]tH(Gummesson, 1978). =822} A-EZ1
AEAEE SHoA 7PE Fag adlojgtr & 4 ITHEEA,
2016). m3h AHO] AFAHQl HAHAY AH|Agofo|A ZHF 722 <
2t A5t (Halinen, 1997). watA A H O] 1
FAel A 847F ofd dE4 842 & 4 AtHWoo and Ennew,

2005).
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4) Ate]A 12H(social exchange)

Ar2]A W 2k(social exchange)> AL} F5AF 7He] 1A olal L3514
ol AYE At Fo2] AFE A= Aotk I B=E ARS]4] weh
< A, AR, 234 Zol Ha, ARl #RE AR HE
(Hakansson, 1982), BAo] o]sl, AUt A (Metcalf et al., 1992)53} 7
< HeEE FAE] o olge FE2 Fulrtel FgApte] 714
Aol ¢ F L85t (Campbell, 1985).

m

¢

5) @ 3H(cooperation)

@9 (cooperation)-& FujAte} ZFATEO] A4 HAA WAL A& E
71 i e A delo] e tH(FAY, H<, 2007). &=l (cooperation)
ojgt Fujztet FFAFY] A& XIEA 2GS AEE EH(Metcalf et
al, 1992). & @Yozt 74 wAY FFE, 4L o5+, d54 W
stolz] 59 947 AWHTy 5 tHCannon and Perreault, 1999). ¥
o] Aol e TRl FEAE dxAoer FFO HIEE FAOHL
(Campbell, 1985), FHiztet |HixE2 A= Adooleo] HAE {FAlsH]
AsiA FH4 FFol FofstaAtsh= oA E HojEH(Clopton, 1984; Day,
Micheals, and Perdue, 1988). @82 E35| A7|Holal A&ZFQ A7t &
Q3+ B2BUAIR AN Fagtolle Etotal oA Au|AFdol] gk A
oAM= ZEA AFEHZA| FItty & 5 JtH(Woo and Ennew, 2005). A=
AP Aol Al Halinen(1997)2 Amsh/@Zof 5]
I g AFES BE 7R HEE o]
2 PACNA vrefRt 2], B @ B2E 29EA
o] &2 oulsirt. e AsE £ o Adew IF
FASS fAT DEA da A=st A Aeolat ol ASekr
(Woo and Ennew, 2004). 552 o|dyt 1 HAEZ AFSH7] s & A}
=T dEoly] $Pn= RE S5 dgoz Fold 4 tk(Young and

it

g
=
)
i
(e

I
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Wilkinson, 1997). B2BHAoA Axsl/PH A Ao siHgAz ofAZ]
= A2t Aol 940 PFA FEety FHT 4 Q. wEkA 52 a5
o] Ard/EEL w2 FF9 IAEES YerdHH(Woo and Ennew,
2004).

6) A-5-(adaption)

#-Z(adaption)= Hg-Z o|F1 = FALEC] 4e&ES Soff =5

‘/]‘7}—‘: Aoz ZAJHE}(Hakansson 1982). Zt %}1]'/\]'7\}%% TWAE 7fAst

A, Y5 5ol Wl Heoctede kol Bastth(Heide and John, 1988).
0O g AZota Ft Aol B FFAe] 7Y
o] Q¥ tH(Hallen, Johanson and Mohammed, 1991).
mizret T Ake] WA A Hop whE Sr 9 AgAkeEel o], ol diet W
Ao 2 e A& 4o 5EA FHA oloE S AHGA
of it A2 FastH(EE4d, 2016). wefA A9 HJert =& of +uf
Zkel wufzp = A o] &4l H FAE= 7 UtH(Hékansson and
Ostberg, 1975). 452 B2BHA|] 593t +4484=2 ZFX =St Hallen et
al.(199D)2 of2] o] A5 Fdll o 714 olfz AF4E a7
skath. A, 719 1+ A2 7Y F otv v & EFel AdEe ATt
{AFEIXIL, =A4|, 5% =

DQst A2 g

E
5}
=
719 2t Aol it Tk
il
=

L _4
o oo 1o

e

ol AAH Fa3 FFS v £ Uth(Woo and Ennew, 2004).
Ford(1990)2 AWl BAE FHot7] fa 54 w3t oui=o Eolgt

ExR A0 H8o] o]F

2
i)
+
%0,
o
filo
>
S~
r_é_j
i)
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Aelstatd oA 7ix o] FeAg e AuiAtet FaA BRO o5
5 o= W2 AHEH & oo]r)r(Woo and Ennew, 2005). #°] 4l 7}
A 2 &, AE/ A 20, A5A wel, AHwe AR weh2 Aot
€9 Z4aS UetiAe, 8y A-go ymz] T ke 7|2AQ] de
2kgo] e Eote Ueue 4ot & 4 AtHEAY, =9,

2007). Zﬂ%/*it‘] iﬂr ArRlA weke 7]E 4 ZCHH]~ 4 delA
] S

=t
(Metcalf et al., 1992 ; Woo and Ennew, 2005). O]Eqﬂ] IMPAI g 2F8 g
2 B2BH A AE2Rgo] BHo e
2 Ye B2RAH|AZEAS] HLZHQl Ei?loi EOH—/]’(WOO and Ennew,

2005).

L
o 0%
N
rolt
=
o,
o
i
2
o4
il
\:J
(@)
_\;
R}
o5
fol

Hakansson(1982)°] &Jsf| IMPF @2 do] AAJE o]Fof of2f A2t
=0 oA IMPREA-gol B2 HSHL =] gk

IMP1529] AS2H8 29 (Interaction Model) oA AAH 7|2 £ HtE
O 2 Metcalf et al.(1992)0)= Fujxtel Hofjz}p 4o 1S #AE o] Fojy
{A4E AT ASA A9 OSIARAS ARgote] AH e 2
ATA HFol Fuirpet |ujz; Afolo] @=l(Cooperation)d 2291715 T
o] Wi 45 A-Z(Adaption)= AT SAE 24 HofFUTh
[(192-6]2 Metcalf et al.(1992)¢} Kalafatis(2000)of] <Jsff AAH FF
ZF Frufrte] A zbgazo]l 719 F @2 (cooperation)™ A-g-(adaption)S
=2 FAFIE FF Aog mdS AASHH. 7\1]%?4 FRolet )
22t QAstE AR AEFS] Tt A54 AHELR 4G Addoer Ao
=k (Bloch and Richins, 1983). 529} oAt A iﬁ%gﬂ FFL ZAL

AFe] AAxA, A FA, aF Eﬂviﬂr@% A 71l A A

il = e

olt

6) Metcalf, L. E., Frear, C. R., & Krishnan, R. (1992). Buyer—seller relationships: an application of
the IMP interaction model. European Journal of Marketing, 26(2), 27-46.
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(adaption)s}=
Aol 945 =
240w g 7Y ¢
7] fgt =3 7 %ﬂ]olﬁ}(Anderson and Narus, 1990). J_E]
RE ARoM GOt JFS njx= ZAog et Metcalf et al.,, 1992).

Kalafatis(2002)7& Z=<dst rdz HARELE fdo] Az 2 L£5ofA
A 5 F2 S AES o A SRk AoEgo] IMpRE A
, 3 aaA) ¥ o AE-H(S, 143t

FARLY s H%J-loﬂ e o=

L

exchange

Information
exchange

Product
Importance

o
N
(@)Y
o
=
—t

O

jab)

=
(@)

—t

[

=
-
O
O
N
7]
o
®
=)
o

[y

w

28
N
o
(@)
(e}
N—
lo,
el
2
(i
ne,

Rice(1992)% S|SIRdateslol s 4% 2@ An~g FHsted 3243
QST IMP Groupd] HEAFRDS IAAGALNN Fejuteale
24§15} HEAGRAL HEsto] BAsle] ATIFL AN

[e)
Woo and Ennew(2004)= IMPAIS ZHgo]28 7|dto 2 7jdstel x1¢ge

{o
N

7) Kalafatis, S. P. (2002). Buyer—seller relationships along channels of distribution. Industrial
Marketing Management, 31(3), 215-228.
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gotgrt. 19 AT 58] THol
so/@e @ A% A GRS
Hékansson, 1982 ;

Cooperation

Adaptation Quality

Atmosphere

Relationship

=

(e}
] 1__—|— =,

A 7 Al
8 E9171elck(Ford, 1990, 1997 ;

-
1—

AL A714

L=
1—

Moller and Wilson, 1995).

Service
Quality

Customer
Satisfaction

Behavioral

Intention

[(1™2-7] Woo and Ennew(2004)2] Conceptual Model®
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Crosby et al. (1990)7} 74 & Aler
ik HEo=A PAFAS A MFeE FHol "ol 71ES BA
:rLOﬂ 7] o5t 74?/“‘:}/\]'1]' = =

E‘jﬂ

ol

-
=
o
=2

=
==

o o2
i)
re

8 Woo, K. S, & Ennew, C. T. (2004). Business—to—business relationship quality: An IMP
interaction—based conceptualization and measurement. European journal of marketing, 38(9/10),
1252-1271.
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Woo and Ennew(2005)9= o2 IMPAIS AR o] IA oA B2BAHE

Customer
Satisfaction
Behavior
Intention

Business-to-Business
Professional
Service-Quality

-8] Woo and Ennew(2005)¢] Conceptual Model

9) Woo, K. S., & Ennew, C. T. (2005). Measuring business—to—business professional service quality
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A2 AAoA Al AFE o] AHde JEetete] il Alwstait. [C1H2-8]
Woo and Ennew(2005)2] oJsf A|ot=l B2BAHEA|H|A ZZ O] oot}
o] dito] WEW AF/AHA wek AFA weh éEJ—J’-T_ AR A wet g
9 9 Hgolelt 6714 AoAEAU] BB B o
2 ek 539 A2 AMA gAle] 429 Holast AU 64 &

9o Fgste] BBAAELS 671 999 4EAgor Ushtn A
)

_4

m
O_u
1o

Ausgde] Be 9 ATAEANS BYHoR HolFE 24 Wue A
gtstel Mulz EA Aol 7lelstet. olHe] SERVQUALe] AR %
Qe 7144 A9 FaHoR ANt Tehds] wRe] ARARA B

A ZA BAsittal FASHATHWoo and Ennew, 2005).

o]
N
os]
1o
o)
Iz
>
H
N,
_NH
o
mlo
)
eim)
5;
ol
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k1
_L4
(e}
5
)
N
N
o)
Iz
>
i
i)
i)
kl
=
ofp
o,
H-]

A st ik, Adls B A B 2AA0ES

El—-_]
= z31e)| 1
Z7lole Aow et A H%(2011)4 AFoNA = AFRA
1

2ol £ @ATES Heol FAH GTL AL A0R JehAT, BAD
o
o

and its consequences. Journal of Business Research, 58(9), 1178-1185.
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ol’ge] IMP/azt Ao Aol MH|AFAREY A H AYPAHLE [B
s-t15t o] Aeabslch
[22-4] IMPA S8 mdo] HMagd+
27 Hakansson Metcalf et al. Rice
°hE (1982) (1992) (1992)
AlREA] g0l
2383 At AEE4
- TEHE A& A=A
A=/ A H] A~ (=] = 3
e agaa A Al -
= AE B4 7124
=94 A A& &4
e
o
ToIgt Al &
HEFH
g W N&d B Ay 9 A
A H gl Holet 7ol b AL =ZAEo]
B 7] 14 xq_ui
TASE A A
89 =20 Avd JE 73
HHO] Z]o]
AHO] =
2dol "4g A
- 7HA] Aok ¢
=18 _
o s I, 37 AoFA
BTAcisss
A Aete] A= A
ML/ D54 o
A E= AFGH A EA o] T A=
AHE)A wet | AT A=e Sl ofF AHEof gt &4l ];)];;_E_,’\__Zr
A Al AHEH M= ool & et
E3H4 ztol 9 %}i AL A9 oy
=
oA e #@E
25 N&eA o2 i
2 Ir e e o -
> bl o) [
7"”?-‘/\]'0
A4, 71€574,
T&‘ﬂz\r@, A g
AH Sk 9 2 ¥ (routine) - -
}()_1;]—/\]7]. o AFZE S AENT
g Pt =0 71&4 o2 -
"47(]_ AT Z A
Edst 24 12 ere
=884
A+E) A BA
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; Leung et al, Cannon and Woo and 27pe), upzo)
T (1995) Perreault Ennew (2007)
(1999) (2005)
2= A
A3
AR $54 | La s
- _ Z=A| ZA| 2L
AFANL | i o may | AEAEAS
ueh AZ =4 ae
aT % ®
ZFol AA4
pHF X
Aol ohar AAg ARo|
| o e e | g | RE LA
A 2]z a1 B X | ek
sl = o =1 7o = o o T JH == =1 o [
BEEE aa g gl | BTE BEEE g g0
714l ot SaZFEAR e A
AR g o] 2%
A4 ANE | Lo o
ApA mg | - - anol gey | ANE AEET
Ao gy | e e
REEES
A7l o | A FEL
AR ng | - - o3 297 A
Aefdw 227 44
Az

3549
‘gzofefe] Higt
]
g =1 ko e e
H} o]ol =2=H-"HT HJ 7 =z A
= - m 5 S =P8 =Rt
deA wately | DU x4 92
Ao olF a2
oo = L
EEES
594 §%
AE =4 &
AeH 54| 8T eI EE
aa Azgor Amwas | HE axgol ge
e e darer a7 e T =4
A2 N

NG 28
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T AAL(2011) LA, HHER —
(2013) FE4(2017)
AE) A9 A=A 25 74 AdH| A
ARy mapHe | e T -
ul-g27, AR 2 A Azl A3,
~ Ewel dgaE g7 | o= TS AdagAgel 35,
A/ QA | EE HEYSEIES A= AEre 93
= o =
we SAE AN LA F2 AN 0] 7|4 H] A 7;}2?, .
Aorsl Ao s TEE e
= ol
wzolx WA A, | 128 Az
. ’ = = el v
WArrE o Apgge | STHE F5 A a8 T e
dA ABNES St e L B
=
ol&fat7] 4& HH
A,
3l N =] = 2 .
_O,;r et A AH A, QE‘E‘/‘LQJ olaf-g-ol 71&EA Q] o]a)go]
E AT EE HH 19 &R AAZ Q7| EmAo] A2
32, 24 An AT AR 4R AT
AEAZ] A4
=]
SR - e S o i
FA WY | el gy, AR dEi _
Oc;:rLo Hol A Elrst )2
1=0)
?;Jjﬂfq A, NEEETR=
7 BAE 24 9] SIAFZ R 0.0 =
A8H g | ol Azl o
014 el _
HT?_]OE—O/] g4, I 2
Aefsiatete] BATE | A9 st
) @50 WA, Agpel wygg | Ao BHY
e Botapak 2 99 B3,
: ¥ o
75 52 gxA B A 23/8%) Az,
g4 A5a14 < si2
U5 J=
01@3%%7 HE]' = H(‘)} ERS]
’ 2~
A WSt e 71&Ael 2144 71E Al 244
= = =
#g siager B, =9 =
az 94 WA 71&H A AN T NEA Yt A,
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ot AlEold
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yol 247 7
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ofmz|e] Fa4d
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B2l R s]&Hel phujet

2.4 B2BH A = o]n]x]
2.4.1 B2BA 2 of| A

o] o]
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1l

ot

ol

o

zhl| <]

A akstelet, 1
tolck. Tulzte] Al

stek, A 7o

+5

o

1 =

3|

kel
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o]

o4

St e A

3t i,

. el o

A

wjr

sl Admey sdate] A7

] 2= Qlth(Philip Kotler, 2006).

2 gaAAG Tt

B2BA 2275 ol A

=

51

_(H

W
ZO
__01_
ol
T

il A2

9|

Asote] AUAE B

af

Hip

Al

= 71E

PERE

EL

ATHEAA, 51, 2010).

g, e8hg,

L A2E AAEIZE

|
SAP, ZHl~, HE 2 So] AtH(FgA]s], 2016).

<)

__o_u

w

[172-9] HEi=7F B2BufjAt
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R

2733 84
Z23F a4

B2C A Hlwst] & off, B2B A2 AFY
SOl A e vt A9 = AR
o gittmAolH, FFAtet 1A A
2t o feot AlF, AH|A B4 wiwell B2B AlFolM= fAACR
v 7, FE mE S dpolA FEe AE7F Basio AR Al
dutAog ARAo] HEstAY MFstezte dArE 4 Qlal, HiifZ
stelo] Qe Ade g, AAle B2 oY AES 24e Has
MEZ &4 = Wil Q7] wjEo|h(Philip Kotler, 2006). 1zE=
B2B Aol A= AN AH]ZD) TS At B2C 7|49 aH|Ae= 2y A
24 A 7EA A Qlofof gtk B2BZ|YGellA o] Z1dat AujAe] of
s dmbut & dar, FELE AAS AL l=Tkel 71 e AE2Adll dish of

DA JASHE QeThe Hle S8% a4r Aol 1A whfo] ks

=i
fr My e 2 o o K

ol
-

o

o}
7149 HAlE ojuxet A o 1 B sl AFolu A

= HES= 719 tiste] ZHAE shute] Adeln, 24 o]yl

X,
o
A

=

Jok

10) 24 BBEASHE, WS, Weuh H2AAe, ANE A48 §7 WU
2006, p72

=2 Kotler, P., & Pfoertsch, W. (2006). B2B brand management. Springer Science &
Business Media.
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£ AHEe] EAT A diof At SAIACl /NEstE E+= 7Iths
= &5 9|ttt (Kunkel&Berry, 1968 ; 7Aztol, ZAME, A1&% 2006). B
HE on|x= mAIF A Fatt /doR AHATE ZHAE AlEe Ao

= H 1w
Aol Al R ZRQIE Zldolm A= HAl BHEA] et= BA4o] eE=R it
o 719E2 olmAE TSt FLAIZI7] s B2 k=e skl Tl
g, J9A, ol&=, 2010).

J
ot u oA AR ZAor HMYEF Qth(Front and Sullivan, 2016). ©]9]
B2BAH = &S M=z A FE9 71871 B2 AdeR FHEL Sl Al
Zolth. oA B2BAHZE AAstHA, FHi7|dE Boh &gA S5Ael o
e ARE HA g5 4 A HAL, FE =AY Szt 38
ane zH =9 a8y ZEASL BCEA e go] ApEEtE <l
2= gHIE ofy o] weh, FHr|dEe] sur1d A" Al Az

HIZ5HH, 71 diddldAlY 3371949 d4s SAISHA "okelss] 2,
2008). = B2BEAHANAE Bl o] Faido] BZ e Iok(AA S, 2016).

r
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e

242 BAL oluA9] A L HPAT

Hatch and Schultz(2000)2} Chernatony(2006)&= 7]¥4e] HHE o]u]z]
AollA BRHE HA|AS "HES] =5 FA414<Ql ofojrjojo|z HiHE
7} old) BARET} oJEA 4£F5=A'E 7tFEo] At} Kapferer(2004)=

e ZAAo] Holz 159 4 9k HAE A4S ‘HHzo 544w

7FA19] S-S Aokl Aaker(1996)9] A& TEHHE olmzE ZZ|A
vtk 242 Az Be ZEoldE & Aol ofyrtetal skl
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FU4, A, 98, BIAGY, G, Axfelulx, A1RYA TelT Y
EREE 71}

5= & & UtHAaker, 1997). BT olnjzx]= AH|ZLS]
| gt E4& wtgste dde=

a 5
SFAtH(Koubaa, 2007). watA] BHE o]
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L7190 g, Jqdd A6 ofs BaHor @48 AAA wrgeln,
AAQ Aol ols) AAE deld dnZolety & 4 gk HUC ol
nAe 4uA7t E471¢le] HAEd Ha) AT Qe £ AAolu
17 5 2

ol 12} 39

ZrlAel 719 o] WAE Baco] ojgr =4

KX
Koubaa(2007) o2 19, T 5 AZEY oA A4 AT
Aol 2, A4S
32006) M7 F9 1 B leEel MOl AEML 5L UE
Kunkel & Berry | 5H= 719 Aol dhoted b sfite] 4
(1968)

HACI} ] AA7 e Bo) WoREeldA s sl

Kotler & Amstrong o= sl Aoz an|zto] uheo]| FAE Ao A

oy @, |
oX, & ox

(2001) CHE, A4 52 ousis mardel Ay
Corer(1997) BPIgeA Fag gz AuAt /e A4 gees o
W =4o] et Az Botol 54
O, Am A7 291 79 Adelq & Heisuc o
MSI(1989) o wjZong mple waAst AAzte] Ble A5H 292 7|
T 2L Wl padel A
| 1ol WA, oA SAe] ols] Badow dAw AAA 9
Horowitz & Kaye | gojm, 719221 Aol ofa) @4® 42l4 Avhgoleta @
(1975) S %D} e = .
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TF, 2018). Kayaman & Arasli(2007)= EIiToln|z]& é@ﬂ%tﬂ NIAT Eats)
& 4950 49T RUL VIV ABAY g2 A4 AUHY ol

Fog FAste] hopg AuaE Ao
Acolu A} AHo ZAL o] Ag

ojmiz]e] SH oz Y|Eo| BHE ouxE FA5H] s AHSE =

1o
)
o
i
of
N
1o
rr
i)
)
T
rr
L

% =
o 24 Aodo] AFSe o olRold xAolr] mEo] HAE 47
Hrol mE AUS0] g2 Adoqe] 4HAT} AAlsa Qi BAE 47
o mE gEs 4 Qoy AstAckKim & Suh, 2011 74, 2018). o]
4= Ay A7ASL BAT onAE By Agow T4 @ A
2og =

AotAY o AR e R FESHL oA, 2018).
BIHE omz]7} 4%t o]f+= B2C A 2t

oM WAT 4 itk AulAe ABHACSES AT BB FoRAs
719 BAEE Azs] gRolth Fujzte] oAEAL FAAoln AW
719 WAol BAEe] ke gl Witk webd BB ZYelA 714
Mot} oul Ak e o fupe] gy, olAe AHlA WEEAE QP
HATh EQ BB AL AE, Aulsel Buyoz ofF By ) 3
Aol AEE ARPVE Basih gt Auae] Aol ARAL Fa
3k Qolog

THED JoH(Philip Kotler, 2006), 714 °lu|#] & A&
olu|zE ZZxsI7|%= ot Gronroos(1990)-2 o|2gt Fgef it 7t

2 g4 Hde A Auls F2 7] Qo] 719 onA7t wie &
ast FARQlelRtE AS Ao, BEe(2002)2] A+ EF 7Y 9]
127F Aujagd grrer A7 SAE] dd= Fi ae HoF 9l
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K2%, 145, 2006).
BT oln|z]el zf+uf O]9 Ao £ S Kim et al.(2010),
Levin & Levin(2000)2 37482 2] Bt on|x|&= 1o z|Zteh= A
T oxet I FAEE FIATI
et al.(2013) 52 29 7192 dIF
AE|AZE, 7H2] 59 8<lo] BT Ayt Zjtnf ok, 517—}1%@5 59
A AL a2 AAISHAH
[(#2-6]= HRAE ofn|x|o] gt AaPAFo] Aot

A2t W&
o2z ols]u]. shAIZ E:Xéﬁ‘ﬂ om 2 & ’5‘5*33}7_1 %f‘ﬂfﬂ% Zﬂ%f% A& %je‘
ool Bk ofujet AYIA, JEo] wule] aiEel BE Fas
oy sge
A%, QAT @D | BAEe|nAY FEE nAo|Tolt WY AAYFE Hof
(2014) Zol, IAGA ] FRE 202 53
shas, AAS), HEH | ouAEAEA @4, Weld, A4E HA5)e] uAUE
(2014) of A(+)e] FaFol U=
SElAO] AA A EX o]A] HIHPE olo 1
Aoy e e e
BACC|NAE J15H, A, A8Y o8 a1
Chien-Hsiung(2013) | & % Fmolwo] o)t g2 Sg 23} RE F4ad
oA frolgt GFS vekd
o, K. Sparks & SR oz @ A7lA Bil= Brhaclow Ay
Wang(2013) 224, 7H) 59 agle] BAE At ApulelE, 1A%
AL 59 #AC wihaTrt & A
HColulxe] aole APRA, AP, WEHOR 7
olz9l, 1A2(2011) stal, A4Ay BHE olu|x]= 1ATEESo] {folgt JiFo]
9eE vepd
Kim et al.(2010), SAA £F9 BYE olu|x= nZo] A Zsh= A ok
Levin & Levin(2000) QF 1 FAEE FAA 7= o] IS
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2.5 B2BTA=
2.5.1 B2BTAITF=9] g

HAGE B Aoz B A7 fREY APAEL s
ATDS

a
D ATEZ 0| APsitt= AL 2lvtd IA S ol=2x Aol AzZAel Hx
5

i B T 1

sto] o]5 FWstal ItH(Cronin and Taylor, 1992 : Parasuraman et
al., 1994). TA TS B2BATAA & WA THAIE (relationship marketing) €]
THMNEeR A7|HoA gtk EAWNSE BAUAG ] 7P Fash A
Qo IAS] AL Hrislk= Qdo=Z(Morgan & Hunt, 1994

Abdul-Muhmin, 2005), °li= #A AL} 7ol dojr S8t ‘iﬂ—?ﬂ ] of
$¥tH(Garbarino & Johnson, 1999). thefet FofoA AH|AFHIL 7
T7F o|lFolF o, WATE, WPFAL TACA AH|AEHO]
TEEet FHE IA FFe HALL, AANZE= A
7Hiths d5°] o8 RSt ATHA 3
Foh, o194, 2007). B2BAZop A AB|AmE 4 8R159] F0]
B7HE WeAl =3 o] wet ArbAHos VRS BE DAGAG
dS & UHEIA, 55, 2014). TA = (relationship satisfaction)
T AT AES] A BAO] et HREAQl A (approval)oletal o 4=
AtHGaski & Nevin, 1985). E3F QA|=x(2003), AAH, <2A41%(2009),
Anderson & Narus(1990), Ganesan(1994)2 ‘Fufizb-3F=2F 7He] A=A
oA o] 3t FKo] MEYLS] A FFHA ol FAHAQ HIE Sk
< o WASk= A AEiEtal St Lusch and Brown(1982)2 AW
= AHEAC oA TA} THE Eﬁa 5449 A Jez HostA
o PANES f5 AR AdolA AR dFE =8 oiyer #4491t
AgpA A T A5 HAaA7IH, FEULL] A4S FAdsh=T HA
ARl @42 A (Dwyer et al., 1987 ; Ganesan, 1994 ; Morgan & Hunt,
1994), 429 sEs THAHET-olAt-d24, 2018). #9] Aeol=
B2BEA Sl Yehbe AdrEQl E45 ZESk Qlth(Ruekert  and
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Churchill, 1984). ol= &7l et HIE 7|diet Blugteo=y qhs
sk A S/4 w5 NEAY el digh Bsel 2o
A % A Al Hriaaz Aol +2A2A ghE(cumulative satisfaction)©] 9
(FF Fal) 2010 ; Anderson et al., 1994).
2 A Aatel]l 71xg wekA 9] ARt Ql Hrie] HLolil o]
Hrte AQRA, vAfREA 3PS EIHGeyskens, Steenkamp & Kumar,
1999). W2 IAIY A A(relational bond)e] 7HEof| HQstARE B2BAIA
A FuiRret g dAl e A #AFdS drlsiAe o=
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SHEAIRE, TARAR ] 7Hdo] AZfETEA QA Ao A o] A ZREE
AE HolA HATHSFA, 855, 2014). B2BA oA nAqtso] st
T F=2 A7 AFH TA, &5, B Bt Aoldth(Hiakansson,
1992 ; Hutt and Speh, 1992). Fufjzte} wujzio] wA|l= A4 olal A
F2 AR 2] BHEA Qo A8 BR 1AL § o
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Fols FEAH Ao aTARe B BolFiAeh A W5 o
£2 RelFiAR B Aulse dig Fulae Jldsks SR oig
QAAH AHATE T ool HY Pl APE th9E wortkn Bobel
YA, 4G4, 2006), BBAHIAE D] THANSE] SEo] FL4F
FoAEL T Sg 2] dste] B WS WAl Hn 2o whet A
Hog TAWE EE DAFALRE L & UrHA4, HEE, 2014).
[#2-7] TAZO] 7
A 2]

BB Zalfol A ~dlel A spgAe] it 2o
Bgle] g AurAel B

1o

WATEE PAARAA FEE P} AnHes
» Lol FHAQ WS S AFH A

o e REne A A S AREARS FHACR 1AL

R4S PAsk TEU 4] Bl

Gesl SOl E Aol o 27| AR

24 9015) Folp} AEE ko] o wAoR Tzl Al

Het 2179l B Aojole,

Airzrel dujaike] PATNES Fa o] di A
Irene, Marta & Amparo PRI BHE BA Y AvrdQl Hrprr 34
(2009) AANE Yehts 4ol S w2 BA £of

A YetgdE EES Aoy R " AjZolrt,
AH[ZRA G| A S ZALo|Z]TE TATHEL SHH Ol A
Colwel et al.(2008) FPAHAA =7l 43 TrEo] ofyzh AwtHolal 7

%4 gEolr.

Chumpitaz and

TAREL ZAZH Ol A Arejolct,
Paparoidamis(2007) HATES 3 J414 AJefoltt

= R4

Chumpitaz and

TATES AEFFEA
Paparoidamis(2004) ]

He o, AL, AF

B2 dehts Aol

shtel £4 Adet AuAgelr wEolehy] Mo
Homburg & Stock(2004) <313 Faztet FujAzte BANA A&HoR FHY
ZNEA Q] grEpol et

L2AZ 5(2003),

444, 9A1=(2009)
Anderson & Narus(1990),
Ganesan(1994)

Tula-BEa 7o) AdBA A ol o] HEviel
o 37 e el 244 BAS st u ¥
st 44 A

AR iz - FFAREe] AEA] et Adu

Gaski & Nevin, (1985) 19l 24 (approval)oltt.
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A2 o A y = I F
Lusch & Brown(1982) ;?111?—7:7\;_94 7%—%2]7451] oA sy el
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2.6 B2BEA A}
2.6.1 B2BAA 2] 7]

TAAE ggaEo] 1 AET] Fr)# o1
L Hot= ZWHo A (Sheth and Parvatiyar, 1995), AT}t =
P ](hfe‘ame value)E Trso] e 149 JFoz Ao, 7
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fo|)2 o]FojZth(Hoekstra and Huizingh, 1999). w2hx #A 1=
oF ARl WS Tl APl it AE SAL 5+ A
Helol Yozt & 4 th(Lamming, Cusins and Notman, 1996).
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Aol AL, 714 OJALe] SHE & F UtHESHF, 2007).

HAE 7199 A AL F2 AYEA Aot TAS A= ¢
S HYouy, 7dE 7He] At Rt AR DEStEEA O 321
29l Fx EBEHSAHA 714 F F71H dFTJAE FA5H] Y AFH
AuzAaro 2= 7|4E 7ho] thokst MAAN IS Hristed A =
Sto] wet FrHHeR T2 A=A digh Hrtel #A Q] dFso] A
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214F51(2006) fﬂft]%;ﬂ]?{ SEEA _%74]*31}% A4 ‘{3’} =19
Goldst YEH A3 2ol Aoz el Fel
rke] TINALATNE 500 A
SH41(2003) TojArel At Atol o] WALIE maAe) AAA
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2.7 B2BEA 714

2.7.1 B2BA7IA1 2] 71g

20084+ B2BEARIAIR ] Hotel AFEI Y=(Walter et al, 2001;
Ulaga & Eggert, 2006a) #A7IA2 Yett Qok(Payne & Holt, 2001;
Irene, Marta & Amparo, 2009). Zeithaml(1998)-2 7}x]o] tis] W& 714,
AlFolA Hdst= A, 7HdE] 2+ &4, v A "4 €= AoE 7R =2
Aols WL, B2BAHAA HAZFA ] tiste] Anderson(1995)2 a4
W eH(interwoven business strands) @2 A O|otHA], o] @ AE(strands)> &
Eot= W Folop7](exchange episodes)E 9502 FHot= Zol=tal st
Attt Ravald & Gronroos(1996)= TAZIAE Ade= FAHT= T
A BAZERCE B R FRSHEE. 13l 420 ARtk BARAAE
Azrehs ARt BAS] o] o5 QIA|HE= 77 & JFe & Aol
st tHRavald & Gronroos, 1996). Walter et al.(2001)2 LATAE Fall
FojxE= a8 SAAtelo] Edo|E e LoA TATZIRE A o|stith.
AR AN BAZER O] S HejHow yErtal ltH(Gallarza & Gil,
2006). @A EAsks AR 4 HFA 9 THAE Fofstr] 9t Fa
Q40 AH|ASE AFSakgoltk(Eggert, Ulaga & Schultz, 2006). thA] Hall A
TAZEA] AL GAAE o] wetE= WAV Fe=Ho|H, uiAY S
Aoste= 7|2 A H #EojoF sth(Lindgreen et al., 2006). o] 33
oA TAZIA= thET o] AHoH Stk B2C7HA& sEAet A olA
uAol QIZske S (Benefi)®t FYPI HE(Cost)ZHe] Zpo] HIolrk
(Sirdeshmukh, Singh & Sabol, 2002). T3+ IR E 2291 H|Z L A0A
AR Bo 7ol ok MR 872 2EAAL AL oujgt
(FAE, 2004). 12]al B2BoA BAZIA= IAGEA| ] AJAEAAE 2] Zto]

e
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N

E38FANA tiA FEAelA F2& 1cts =AY A 35
of tigt E3AQl |eH(benefits) ¥t S|A(sacrifices)7Fe] A2 o]t (Eggert &
Ulaga, 2002). B2B#AI7}A= AZollA #A S &= (benefits) &4 (costs)
7+ Hdoez AHolotH A (Ulaga & Eggert, 2006b), F714 22 B2BIA 7}
+ "DFHA Ad, DAHNA BAC §= (benefits) &4 (costs)ZF 7,
et A2 v JNd, H7EA] 222 A A= G OJstHA 471
217 A2 &fFsls EA4o] Aokl okdth(Ulaga & Eggert, 2006a).

[32-9] TA7}A Q] A<
A2} 2 9]

TofA et auiAE FEANBAE 2T 223 7RI
O, o71F (2016) | A7t I BAE HS FEAZIH, o Holrt EDHi%L
A E sl arjo] RAPAAA] FA e HE

VAT O] shelxtd 2 AEFEE, Mg, vE4d %, Time

ol&ztd
1%4 (2016 to Market, Service Support, Supplier Knowhow& et}

B2BAZCIA Agals FEaAel Bawe Aote] BAA
g (2010) T A7 AW A s WA 5 Qs B A,
AE 1A, 249 A, ARNEIDALE P50 RE A4S

4 i, AelA AL " (benefits) T =4 (costs)Z 7Hd,
slelat &AL e A, XA AE BAR A olotH
47 27 M2 8E= EA4o] o

Ulaga & Eggert
(20062)(2006b)

TAAAE 2atel HEZYzolA AAFAS Fal LA

ke 2008 ST WSt 478 FEAM A0 o

TAGA ] oA AZolt EA g A
RS weshs dEdY gadel 2 dE 2gA

&l (benefits)?F 3] A (sacrifices)7+e] A @ o]t}

Eggert & Ulaga
(2002)

Siredeshmukh, Singh TEAS A4 1AMo] Q1A]st= &= (benefits) T E¢5H
& Sabol (2002) H]-&(costs)7Fe] zfo] Hro|tt,

Ravald & Gronroos TAZIAE Aoz FAATE TAA TA XL A@7 A=
(1996) T2

72 8 4 W8 (interwoven business strands)2txl A 9]}l o]
Anderson(1995) {452 dAEot= i’_fﬂr Z@oloF7] (exchange episodes) &
dA4o2 FASH= A

: ZEAlell dish S 7HA, AlselA dske A, 7HAdE] o
Zeithaml (1988) ZL 7t dt A AR AH9

S BEEH2010)8] Aol AAATE F7F AT

rr
it
it




2.7.2 B2BIA 7t 9] YA

7Rl & o U F shibe AT dAolA TS
(benefit)& 7]Hto 2 sH= A 7HA] (relat10nsh1p value)of] thegt Atolti(
&, 2014). Ravald & Gronroos(1996)-2 71942 w3t AlZolAe] 714
2 95t RE Aoze S B3 B#AVIAYT FEEoh §191, Normann &
Ramirez(1993)2 1A} F52k= 358=2 S AA WAME W=
o] Wty ottt Anderson & Narus(1998), Mohr & Spekman(1994) 1
2|1 Morgan & Hunt(1994)+& A=t A4S Fs TAZHA S FE0] 7Hs
shetal skl

HgeH2010)2 719 2HB2B) TAZERZE BAA W i mAl=

1T o
e o oo

T

o

ZOAATFo| A BAH I BAWZ] ulz= AgHAe] Qo] Solst A

()] AL H|H 1 9L stolslglom, BrE 2016)4 St} EHUJ 2B

A §REFA ok, Aula A9, A4,
1

NE B mEoc o a7eld BRS A1 AN G S42
R

L) o
A FEA Ak AP Fad WA A48, e duke
719 7IdEe] AREAS 7P AL Aol TP Fae AR EE

ot olZE, H715(2016)9] E-auf o3PAF o] A ZFR|7E Acvfjol g AL
of A%, 24 ¥ B7IAFE A=

stelatd s BATEA, Ad7HA], AE7HA, RSN R FA5HA
o, BAZEAZE Ad=eh 2ol 7MY o A(H9 dFE nAe o=

s,
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2.8 "t Ad Mu|s F2

2.8.1 HIHH A AMu| o] Agat dgd+

oY 719450] AR IR AEY wEe] B4t Som Fed 244
AYE golsta gl 7hed), mAel Uzsh mFsl, tors w144
Haol 4ol B8 EolAm k. olo] mat AREAIEE olgE A
s, EAmEte o o m E2tiel AR

e RS PSS
A

2
(R
K
rlr
P
e
%
2

gug o7 19 AAS SSS AF BEE AU ANE A
Ao et gleh. Aol dskt ARAS Akstn s et
of IT7]%¢) o] e nAe o7 2 Jgsze] 23t o] FBS

o,

Zbot Wero Aeld 4 qlrk 4% 74U oR A% Tkt ARUA]
A =T SRS witE Aulsc] F718 S5 QrkEE, A, of
A, 2007). AFYAClA T2 IHFA B2BLF B2CE HAWH, B2BE= EH

R

B4 5ol FAT ) 252K, AUV ZolS
Ak %19 PAZL §AHE EAo] Gl W, B2CE T

O
olr
X
Mo
jﬂg
2,
I

- R =
A BRE, g, 714, ™ Sl osf Al Aale] FulE 2 g e =H
Bt HHER o]Fo] 4 ILAEA 0] Ut ol B2Co|Me AASH thfet
o2& (interaction)& SoHA AAAIES] HARIY Ade A F4H +
7e kS @ol st gt I#d B2BoA ofA HEAA 14 HAEA
2 gAEA ] #etehs 714 AelA dFAQl AxyAeld e A
Fstal e 7Idsol tiFtEelt(ddE, 2012).
AT AR Bde

#1149 29149 A9
A

oA AHAA=E(2012)= HAM(search),

d

Az ARy

=

rz
ri
=
[N
1o
M
:lru



Paid media(online/ mobile AD), website, email, virtual event, livechat,
mobile, social media(Blog, Twitter, facebook, etc,)2] 872 EFdIALL
otefjel o] st

o HAM(search): 1IAZo] TedAA 2 HMA|EE Fof HAMsh=
S oulsiH, ol ARt ERI/YRAIE, a4duite] §F RE
WOM(word of mouth)= s =& o] Hrth

e Paid media(Online/Mobile AD): tjokst FTIHFH S S 1AGAL &
LSH= ZERAPOJE,| social mediaAle]EE©] it

o Website: 7199 tj& &Ho|A] Y Micro siteg Ju]3ic},

« e-mail: ASHEE FIF WAolw Aol FOJgt FHA 7] i
£ 1:1741do|tt. email2 535 eDM, Newslettergd-2 Z]é,\——,?_ A3 A
HAE B4 YUtk

+ Virtual event: APo|HFIHo|A o]F o]z
ShH, @meql o|HE
=25 A & 4 QA AA A"S TS Tatt A HiE Gl
UTH= 3ol Qi

» Live Chat: AEae] HAAZF Aoz =1 544 HM3tEt=
BAISHL Zo] e HEE W AoR yEidth

* Mobile: Smart Phone, Tablet PCE Tl A, ol oAy &4 117
E% 45T 4 e Aol Stk

* Social media: 2 7MY Fa3% dFHY gt & vdolz diF
531 = blogE EF Twitter, Facebookdt -2 SNS(Social Network
Service) 'd< o|w|gtt.

Zirl-E
r

AAH, 248, olABQO0DE olalg HigE AqY Aulssh AFHe
omalql Ay Aulaste] Folde obefel 2ol Helstent.
A, wlw Aulso] F e Arold webd Auel pEd U4
]2

Ago] Auls BAL Brshed Fo 8L s Hek g s A
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S TERE 42, 292 AH], A AlE dEae] AFAQl HE2 79
0|57 "th(Zhang & Prybutok, 2005).
4, Bl AH|AE DA EREe] o of o IF ARYA IS
7VssHAl et Li et al.(2002)e] SJsfAE 2] A=A 5
ool H|a Wl 7|RFeE AMH|A %]'740}01]/\1—‘: J—’—7H£°] JH O] At
i}

)
rO
N
=h
T

Aol BT DAS BB ED HoAol e BEel e
A, vlfE A2AFL R ARUACIA 78 o4 P
R AN S, TVES 2 AEA AR 14741 14wt opet

A Hristi=d olglst 7|&ato] HEo] e Tﬁo}ﬂi F)f AryAeld &=
Teote] Ao AAZE Fas a4s yed 4 oA, HAS, oA,
2007).

QoA AgE Wt A AuArE Do AESHA sh= ﬂioﬂh 3
= 7| s stojof s, HHFA 7]%%

)
4
o)
:>|4:“4
e
)
>
lo,
X,
K
ko
-0,
ofN
A
N
244
ol
bo
rok
do
i F
_>|,1_|‘
)
(13_15
),
s
_g

del 470 4349 PHes Gaskd A5 44 @ DeLoe
M

& McLean(2003)9] AEA|AH ATRygS dvigrog H|giH g A|AH &
ol B2BAH|AZAT} A TS, Aot TAOA ofwdt FJFA T}
A=A Zelstarzt bk

| st A BAolA A=FA 915

74217] 1o BE A|AR ZQjo] uieh BAFE skl Sleh. AEA|AES] A

o] tiet A= FHAIAH Tjo] HHESIEHARE AREQow 717

el ARAAY Ay =% BPOo2L Shannon & Weaver(1949) 2

Mason(1978)¢] A5 EtZ 7H&eF DelLoan & McLean(1992)8] A HA|
A" AR IS success model) o] Aoh(F AL, AR, v4 2017).

DeLoan & McLean(1992)9] Aol A HEA|AES] teh = A|AH

M ZAo] Aget 7]ed =W(technical level), ¢u]Z74 Z=w(semantic
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level), 584 =w(effectiveness level)ol|A =4
o]

] & o] F Shofal FAE QI o]
= v or AHEAAHC] Ay gF= nAE &

quality), AXEZ(information quality), AF&(use), A2  Tr(user
satisfaction), 7H¢1¥3F(individual impact), }_x‘oﬂﬁk(organization impact) &
2 JESte] SARYPS FEoIeH, olF 9 Aol A-FawA el <1t
A2 FAE HABAAH AF QAR d (S Success Model)S F+%3}6F3iTh.
olof tigt FEAAH BWrimge [I¥2-10]7 Zrt

System
Quality Use
| | J\ Individual 4.\ Organizational
| | j/ Impact _'/ Impact
Information User
Quality Satisfaction

[Z1”82-10] IS Success Model(DeLone & McLean, 1992)11

1 3% 7]&9 IS Success model(DelLone & McLean, 1992)2 <183t 10
|zkel A4E 5 oAl HaE 15089 =& B4t A4 (Delone
& McLean, 2003)stAtHFAHE, sHES, A2, 2010).

Delone & McLean(2003)¢] +AH HHAAH &4 A3 E D (updated
IS success model)> HAEAH ] = st ARLARN A2 o] A
G mUdos 24T 4 nE AUHYGNAL WAL, HEA
2017). o]% 4" FHEALH S8 ATREL AR A" o] el
T B2 AHALHC] A Hrtehs Rdg olgHoled ok #4H A
HALE 2 Aerde] g2 6719 Adez 4 =Heled AlLdEE
(system quality), AHXEEFA(information quality), AH]A EZ(service

quality), AF&(usage), AH8AF W= (user satisfaction), & (net benefit) 22

11) &4 Delone, W. H., & McLean, E. R. (1992). Information systems success: The quest
for the dependent variable. Information systems research, 3(1), 60-95.
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Qo AFRye [1H2-11]13 Zoh

Information l

Quality Intention Use

to use
Y
System Individual
Quality Impact
User
) Satisfaction
Service
Quality T

[1982-11] Updated D&M IS Model(DeLone & McLean, 2003)12)

DeLone & McLean(2003)9] +AH AHAAH ZFRyPo] gRlogd =
AMAED E- (system quality)2 H<- ®&]A(convenience of access), A|AH
7]°5 (system functionality), A12]4(reliability), -8 & Al H(response time), A]X
gl M|# = (sophistication), A|AE] W 8o]X(navigation ease)o] A|A] =S
o, FHEZ(information quality)> A2 (accuracy), 7 (precision),
A (currency),  HA|A(timeliness),  &FAd(sufficiency),  °lali7Fs4d
(understandability), 7FZ2Xd(conciseness) 52 Ao sttt AH|A EA
(service  quality)®  -F@Al(tangibles), A& A (reliability),  ¥-34
(responsiveness), 2/ (assurance), 57 (empathy)=2 Aolsto] FA5IA
th. ARAAEO] Ab8-(use of an information system)< FHA|AH A}l H
7te 71 wWol olgEHe S3aclor FHAIAH ARG (ARG vs HJAL
/), A5AIRY HRE HE HEo JidE ol8stlom, AREAF T (user

satisfaction)> g=E A|2”lo] -87t2], AF2ARJAAE T 9l 54 &

k]

12) &4 Delone, W. H., & Mclean, E. R. (2003). The DeLone and MclLean model of
information systems success: a ten—year update. Journal of management information
systems, 19(4), 9-30.
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dolth, AMgA WAL AMAAH] ofF AHSAFEY Hmst aniel glof
A2g 4o 23€ 9@ 78 2902 AHgich £Eoler benefi
9 AAgAEe] BHe| ClshH WAASE Aolnl, AEAEe 2o

,

it & shto] FF(impact)elyt & (benefit)= S5t Aot (WA=, 4

o
HE
>
[>

=

2 dAFoAe= F B2BHE AH|A oA AU EATE £F4 A
AA|Eo] AREAT|E| AT AFgAHend user)E iAo =2 AlFshal
1= H|tiH AH]AZ] YD (non face to face service support)tf 22kl AHH
A A2~ "l (online information support system)©] H|tH 29 AH|A9] E
7} DelLone & McLean(2003)8] HHRA|A® FZ AFEAIAS  Success
ModeD 9] 4 ZFe3}e] A FEcto] HtH AHd Au|A Fdoletal
st 2 A9 7|2 RYPQl B2BAR|AFZAT} HYE o|m|Z], WATE,
AR AZES] AE EAskaLAr gt

R

oX
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2.9 APAF
29.1 APAF 2P HE

2911 AYAT 1]

ARATA AN IMPHEAGRE B ATAT F B Afe] 9P
2 F AN, BFPQ007) ATRFS AWEH off(1Y2-1217 P,

[192-12] 24, 2920079 A+R2E

4G, WEGQO0DS R 4GS TAAE Fulsts ZaA el P
9 2 P P AL RYoERE ST 11779 BEES Aot
“B2BAIGA AN AHls W 240 FHEete] wAT B2BuEte] A1)
A Ae) Aol wlae] wA oA IMPA

A8 ndo] 7|2E Fo] o
=

A ANl B2BO] AulA A A4S Adstst
FAE 7r PAES AAsAY. AFATRE HAPATolA Aol

’

AE wg AR wg 4R ag A454 2 g9, 4
aArgstant. 591 @9, A5, Are]A o] AlE n,

B2BMHAEES & A
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Arie, Ju we Brh o Fed 4o slHdEy ok AAAE
o] AE Aol WAL, BAH BF 5 ol8A AHAE ATshLp)
Za% ABASE olHe A84 we, ge, 48 5o aglSe] Aux E
AolA o Fag a4 U 5 98 ARt oY drnge 5
ol 2 ApelAi BBAHIL Bdo] BALT 244 AL W 4 9
2o SIS, T BBURANAY BATY £54 AAY ARG 8
7] AelAE Shels) Bzt st

2.9.1.2 APATFL 132

AAFollA AAIE IMPYEAgREAY BRE ojmx|gtyd A142% F
o ¥dF= & AALQ01DY AFEFS AHHEH off [1H2-13]

HMEOPS| MHAEH
e ol
AZ/MH| AR S
He=ms o ENE
Hens
Mgl E wat
=g egE o|O)x|
[C1-2-13] AL 20119 A+2Y
IMPFRA- RS o]Fe oz HzYs FofA ==l A
(201D LRty Bl =olofddfe] 255l Sle dAdss Hde=
26050 HEL $ste] YL A7t BE omPolEe] AuAEA
T8RS qrEote] ARGA A AH|A FA) Ads Jideietl HilE
A, nAFAHES] AEH S4S HolFd F AuAEA FAHe<l0] BAE
AT DAFAHE nAE G B ATE AFH BAL ok A
AA201D2] Aellrs HE emHoly Mulagyd 570 & 470 BiiE
ARl mAE FFs Fe= AR YEHI, T 3o 43/ AHsnet
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RS Agsto]l SU FAAZ7I9Y] B2BAFAA A@A oA A AEA]
TAEESY AR AT, AF, BAEd v dFEAE I

Ao E

F Sang—Jun Lee & Yen—yoo You(2016)9] AFRF-S
H2-16]7 2ot

B2B Service Quality

Product / Service
Exchange

Social
Exchange

Outcome

Exchange

I :
! 1
i H
! 1
i 1
| Cooperation E
i 1
' "

[(1™12-16] Sang—Jun Lee & Yen—yoo You(2016)¢] A+2d

Sang—Jun Lee & Yen—yoo You(2016)< =W B2BHEAIHA F EAT
g e 9 &84 B AE g R B2BAH|AFHo] WANESY Bl
T olmz], il AT A= FFe AFSHH

Sang-Jun Lee & Yen-yoo you(2016)= B2BAH|AEAL IATIZ} B
A= omRofl= FolRt &S mA o, AT = BEA
o] itk 1811 B2BAR|AFZAT} TANE 11O TA|A HYAT o|m|Z

il
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+ WAREHRE ste ZAo= Yetgon, B2BARIAZEY wAGTY]
oA HHE ofnxe} PAWELS ZZ wifjaart Sle Aox: uEh
(Sang—Jun Lee & Yen-yoo You, 2016).

19 F242016)7 9, H57]143(2017)0] IMP= g HEofA] A
ARt AElA 4 A AR AN, JdFEERRE A8SstAY E

=2
dozd IMPFEAg R Mujs FAAHE H

i

Z242 A9

s}7) Eshat.

29.1.6 A3A+ =

ofl

6

APAol s AAIEA AAIRE, B2CO] S AR AFEFS
AoHEdY. O FollA 2 Al FdF= & Feo 220169 dFEFe
Ae R [T1”2-1717 2

.

[C1H2-17] F&2] <](2016)9] A2

ot

Faol 9Q016)2 AFdEd=s ElewEezr A" 299 HyHiE
o= JMAsto] 35279 HES StHSHY] “AMHAFEAN HIiE
o AAF AFE S Fed 9Q016)¢] AFolM= Brady &

Cromin(2001)¢] 32+ AMH|AFE 2Pyt BHE oju|z]9 IMHAE AT

ojm#] gl ¥
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gomA, Auls ATe] g Svmst ol Aulre] §57 AuEw
294 o] BAE o

52 3 *

AHomE Ausol ALAT T 9l olulArt BA=o] ABAI Alg
el
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)
R}
9,
N
2,
2,
|o
Hu
of,
Srl‘
o
%0,
lo
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oA o AT 719 de fofstd th=3 2t
A, IMPFea-g 4ol B2BMHIAEE 54 AXr) o249 E
A

4] b=y
oSt Hakansson(1982)1F Metcalf et al.(1992)9] At} o] AFAA)
Aggtg o] B2BAH|AFE L] S0l SHEH AtddS AlEskal ohefet o
FAEE FHok=H Z1ostdlom, A, 4tgat Aergol webs d=a
A= WAFAHsE 8ot &4, BAFEY 849 AN, TAAY
o, =Y, IASAE T 04T MSE E8ote] JdNTAE et o
gotqithe Holth. A, B2BAS e oA B2Cet o] HiE ofu|x|9
Ao disiA AP HstL FALNE FFAZI=E 71olstal &S A5 St
At WA, IMP/ 22§ A O] B2BAH|IAZHE O] JE Fdatdo] BA

A7t Resit. =

# /-2 B2Cet B2B2] = o
olojof st MAES ad Aot &

FEHI7F B2B2] A

e oM
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Agoz 4ste] APslol golck A H BIBAA A A AREA
o 49

[£2-10] A3iATLe] 7|odAa} a+AH QoF

T2 71994 A

19 2 Al AGA ARG | ddigel 2 AdEAe] 54
SR e Hol} taker Ao o | ek B2BAe] ol 2 =4
e NEstag o tigt PET Fag

IMPA 5 A-g R0l B2BAH|AE
o] LAl r,}o}:oP B2BA 2

ol

Sl A BRE ofuet 4w
o AN =BT 5 A=
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)

FANME HLo] HE ol A | - b -
ECU A U carat wse] Apeo) Rag
IMPA S 28 dlo]  B2BAH|AE o] _
_ AR Aot o oFsl At
w5l 304 | ol A9 2 Adeeld Fay | Go0 TAEE L Y
2 AN - Had
o | e IRl AL BBANIAE
=g glo AH|AZ s
2gae | DEESIRENA PTIEE | o ahan ) el 489 4 9e
del 53 2 S Bast 38
B o249 Lol Holt I | BBEAAD A e] Aol o
Asotel W | AZAE, BART B3 o] o | ¢ BYe Hes A5 Bast o
e W ARg 2
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[322-11] AsfAete] 2pHA

= AsgAt = in 287
uf 719} FLufiProcessHiof
e Aqagn go) | T EARO
,_I_-:LZ‘I__/] klﬂ]/\n Zlo ] AR g L)
L ohdet Tzl WA |
i E FfiProcesstiofl A= Apgate] oAL Hhedo| ASAT A=
TR g 2159 JPegt AE A A
o 1 U
e Qe 4
o &JA} A& Processt
T o] AF A7 ProcessHi ol ;agiﬂyx}a g‘” e 29
o]t 7314131].9]. o 74%1;3-5 ARo] o
BEFETY | dHdonw @4 e o o] 1
Hro] Aur|z 7bFsotes 74
= AN AdNES
Hhegsta] b tﬁ-;—ﬂ s
1 O
teFet o2 7he] i
el o228 e 9 A= A ds
edamdel ppd | MPEEAERL] cheFat W%t
gay | NIIRNEAN 0T lelen 4o s | a2 B o
5}_:] TeTTe 9= | success model] ARA A AL
o 87574
et

PAREE, HAE on]z]

AL PATIEO ’

BF 0G| e et S g wsasiel | a3aE
e A AT
SPSS, AMOSE %53t &9l | PLS-SEMS 53t &414

wq g | A BY R SRRA | 9 aARAR FRe & | 00

® & FEBGYRA sl el ekl 4324
259 Agne] 4% | A= $o4e 4%
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Rl

o
AN

2 AT FA2 B2BAH|AE o] HE o|m|z|e} HAREE 1]
© &S A5k AT AF=E AA 3EA Y FAHE
L] e
AR, 719 7F (business to business) AZ&ANA FujdA mZ2AAE
Tl AlE (buying centre)?F Zo] FujRA wE AFo FEHWRA oz,
a3 AREEA o2 T Zo] FujoAEE ARG o]=7|7tx] o] A &
ol o] AZAAL Y7 0431 Argro] ZrofstAl =i Z1of whet ol sidAl7L
FAETE S, 27, A8, 2FF, 2011). T Ao} FAfel ot
1AA%, d7tsA 7}73—7”‘ Zleqile] e 7HAFx Hel Fof wEt
Aol 7P fAske 7Hel mAl= 892 Hogsith. Yo &5t
AL 7ERt AR AsiM BAEE FEAProcessE 7HAAL Qlth &
AFolM= 719 AFdA A B2BAH A SHdE B2BHEAIH] A
AAE ez AEste] Woo and Ennew(2005)0 2Jgt A|QtH B2BHE
A EA0] AFLYPA IMPAAEAEo]Z(MP interaction model)o] 7]
¢ B2BAHIAFE @RIl AlF 2 AH|Awel, AMS]A wel, PJHuwe A

=
T

"l_
Aot 59, Aulsa 28 g

J% d

o] HAA=A FofA T oH } o]
T gRls=S dAskE Al it dF= "E & 7]el(Philip Kotler,
2006), 7=t HYi&

oju|ZE FFotH AHTMEY 74t AFEF0
] 379 S71eh @2 AuEg 9 FAHES
2 FI4E zolA= ofo] Slol(7HAlE], 2016), AEAFAFG7 Slof 7]

SAME B 5 9l AoltH(Gronroos, 1990). &

Z1golm A 7F Auls FAR7EeE AT dFe FiL o] HEo|n|A|
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AR, BaBAR ROkl Auls B2 TARAS So] B BIE Y
P ST o] et AMAHCR TANE Eb nARAERE 4L F 9
Ol(BA, SER 2014), FulA-FEA L AdEANA ol Po]
Eustel 37 IRPAG] g PA WA Aol BAVE(RAZ,
S, 2003 1 AAE, eAlx, 2009)E ATl B4R AfEste] PATHSo] A
AR Aol JrraAe] S & # otde Y 1 AA A ut
a4y dee HAaA7IM HEUY A4S FA4sked ddA] a4
(Dwyer et al., 1987 ; Ganesan, 1994 ; Morgan & Hunt, 1994)Y-& <<l

sha skt

]

A, BAUAE FdEREe] IS G4l antA Rl AL
A3l o= =W A (Sheth and Parvatiyar, 1995), @AM = /HES
oA GAZEA(lifetime  value)E THEo] Wl A4S PFozr HOHI
(Hoekstra and Huizingh, 1999), T+ A3 wh&at IAAEGAY T80
SuARFe] FHjARe] dY ZEoltal(e]ed, 2018)F AALTNE FaT

HEusz Aestery
A, 9 AT Fa g WSEe A
F4 aclo] BAEoln, WATE 13 BANT nAE G AF

stz shgct.

oAsA), AP A7RFe AAHoR PAYY T A o5 G4
of 1A0] Lyl BFAY Fho| ATLY WelA 2 WAe] WAL 4P
2 AZsATE, APdoz Jde] FHAYel by BT TS uAE
29190 g gEel ths) wAe] Ll ZHHQl AR TheH
AR AE Yo oR ATmgel 7 Ao §23t folt YA
of oie) zAmvte AMETA e

QA Y AN BASS RS gF J1ge] AL IS
23 Fgske QAN AEs AERgeR dehtn gt @A 14
o] Wt MEIAE A& S Adste] IT7140] o] w2 w7
o 97 9 Asze] F5ske Aol AAe) ol WMV A4¥ 1
QLOTI(FAR, 2010), olAT LS HIhA A AuAELZ HY
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Stal Au|A AlsArel AFAR] HFo| oot e WHoR AlFde AH]
A A3 23S Delone & Mclean(1992)9] ARAIAHE AHF md(S
success modeD o] At HA| AFHGANA [Lu|gh zpo]
s AR IA} S5HAL

ojglgt AFE ol [1H3-1]17 Zo] AFEH

filo
=2
>,
ol
ok
Q,
v

IMP interaction model DelLone & McLean(1992)'s IS Success Model
(B2B Service Quality) Mon—face to face channel technical Quality

(Multi Group Analysis)
Product & Service Quality
A/ AE L 2F

HIf & A2 Hﬂl’“ ACFTRES)
Information Exchange

iERg

Brand Image
EHL o]

Relationship Performance
HAE T

Social Exchange
PEEEEL

Financial Exchange
A%H 22

Relationship Value(Multi Group Analysis)
AP R TES)

H|_1_—|

[1H3-1] 9+
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3.2 7+A4A

3.2.1 B2BAH|AZ AT} BT o|u|x|ete] A

1214 FL2AAZ Hoj-thH(Horowiz & Kaye, 1975).

£ Tohs obgl olmARA Ul 742 8 47F AAE =T,
AF AUIAE Algote 719 olmAe} AlFelu Aol T apA|ef olu]
2, a8 Agate] ojw|A et AAsE BAEo] oluxEil 5tchBiel,

1992). 11 FolM 78 A8 A= F= olnAe 1 BHE=] ARAL ©]

o
HAetn Fgstgon, HAC oAl A¥HoR AW Yk 4P B
WS ofulxet MmFOEH FYEIE shed of B¢ HASEL B
A BAEE ol FATEO

g7 Hrka st AT, 2018).
s

2k9 i dl (interaction model)

&, ARl wgh A-go]l BERE A4t e mAleTtel tid dFtelA Al
F/AH LS W QA W, JEWS ANS|A wWeko] HiE ofm|x|of JF
= A Ae ek I Tl AlE/ARlL e AbelA wgho] B
HE omAlof M F FFe mAE A2 AT ol A o]
E AHAs 242 BHE el g FE Y 259 Ta Adol
A, FHZole Aula 22 28sP] of#R MEer FEAT Fuizts
< Al Hsl E2 AuaEmEe U oAb AFelA FEY MHlAE

Agste AL o8 FA7e Ardstdus AL uedt. oA EeiA
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L. 1985). A2 Edo] Fuizte] ojabasy 4ol olol Fad Aoln
HA BT 2HiHE @Asted Aoz Fa5it w2 AH[AEE
AAQ Baloluz]o] g Fth(Huang, M. H., 2009). o]4F

}o =
(2018)2 IMPAEZE 24Ol FAQRIQ AE/AH|AWSt ALS]

JIO J
Y
ok

| HI B2BAH|
HI-1. AlE/Au|angh2 HlE ozl H(+)9] dg¢= nd Zeont.
H1-2. Ate]4] wgh2 BiE o l
H1-3. 4R mghe
Hi-4. 474 28-S BAHE o

3.2.2 B2BMH|AFAY} BAREESS] oA

THATEL TARAY S 7HY Fast 4 9919 #A 9 4E Hrish=

a92lo=2(Morgan & Hunt, 1994 ; Abdul-Muhmin, 2005), °]= #A-FA]

et e QlojA FQSH 34—?7} o] £rtH(Garbarino & Johnson, 1999).

ChFRE Zobo] AMu|AEAN oA AFEolH gow PANSE, PFolro]

A NA AE|A~Fdo] AukA Q] J*EQ} TFRAYE] FA FFS A LA

P, °l2F, o, 2004), 11 FollA 1A BAA, WejH FHo] AN
A

Zofl ot dFe mHTH(CIAA, olsd, 2016).

o|Zf4d(2011)2 HEHo|H | B2BAHIAZFE Q1S IMPF2A-8 14
of At AF/ AL we, AFA we, HEwI AMEH wik Hgo
Ao g st Fujzte] AubHQl wrEro] Alg TAFo|Et 22A
golotal e Ae Ay FHAYA FFE vAL U2 sk, 1
FONA ARA wgto] 7 F IFE A= AR RISttt

94, BEFQ014H)E AU FA719S o2 IMPAEZ-gEE o)A
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H2-1. Hl%/*ﬂﬂ]i"'
H2-2. 41314 w2k
H2-3. AH wsghe

3.2.3 B2BAH|AFH T BAG O] wA|

FHE, 99, 248201602 1A AHBAE FastA Aot
B2BAIZS] WH4E HAGIE 1%6}‘21@. SHFR(1998)2 A= A&
< AAXSHEA Fuiztet F52F 2 ATACA A7ME wFEA T oFstd
Bt AAA, A a9g ouste 24 A i F 719y 1o 24
A A&E 4 dota FAokd

7+, ¥4 (2007)2 B2BHERo] AiA) A
A 248 £ IMPsAgRdd 7|25 Fof oA 7)o B2BAHAEA
AFAe Estel o yoprt MUIAEAN 1AZYE 7He] BAE Bz
Al &Sttt 1 Aol AR/ AH A wEh, AFA W ﬂiﬂfér, AF8] A
o] oAl 7He] zpo]

H o E- ==
*1511:%2%34 GRS °1L dro] Y AT %1%74] uporel Ay

L

Aol Foltol ool
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Woo and Ennew(2005)= IMPAFE2H-g-9o] 3 9] B2B?ﬂ—‘?v_—/\11ﬂ]i Ao
A AMEIAFAES] AHS NdeletEa AlEskel
of AF4 HlolH7t AYshs o4l R &
A 99 Asdgon ehtn AR Aus Ede) 7@ U
o] TAWET 5o wlAE FFol o] TLHe woiFe 24 Wy
2 Astel AuAEA Qo] FloIsIgnt

olFE, AL, 87E((2018)2 IMPETAEO] POl B2B AME-E7]7

[ H3. B2BAMI~ BARSe BASTC FFE vl AW |
H3-1 AE/AE AR PAT AHe] 9% H1F Aol
B A(+)e] Fge u)d Rolrt

B2BAOlA 71 dolul 27} F8ek olfE B2CAIH| Aol LA
g ol 2vAE AFEREE ASsHAR B2BF At ZdEHES
Aeshr] wZolny. Fujate] oAEAg = %3411011 =4d 719 gAdelv
HAsd 9= Bol T=ot. m=hAd B2BZIdelAl 71480l olnA=
- S2F Eel fla, olA2 AMB|ATRES L e mXtH(Philip

Kotler, 2006).
B2BAIF2 AtAZ 2 Au|ATE BEstal FAlo AY 8+ ThFohH,

7o) S @S| Atk Est 2 g Pojare] fipmAeln] FFAe 1

of



A 7re] TA L
= A= o2 2HAS
w4 e B 1% dasha A&ole. ol ol
v DBAFO M= 0 Mo 199} A= A Ao B
A AEs AZsp) mg qos 7|97 1A OFZ w L
AL ._8 - O -
G s b /H/\: tot &2HA el dibdos % DT o el
P mo sz JAtE 4= QA giREE ﬁzi}ﬂo;— AzAdo]l F=5HA
= E2 7Y AU e X o g ABE o
2] wh5o]ck(Phil KEL ZAHS "Wag = A iE;\J}‘_ Ha]) AR
p Kotler, 2006). -1&=% BzBA]zHﬂTiTL 3= sl
._L_O]' o]
= =

dF B2C71 4 9]
Ao AHAMe=
SofA] Aol 7]%;9h e AEAT 242 7FA T glolof
o 43} Ae) o] dhe) el 5110 @t B2B7]
AE7et 71de] AREA o s dnht A, FR AAS
R T 14
galvl 20| WEo] 4FL & A =7hs e sad s
olA}o] M F= & AelH. S
118 L-'—_rL7:]_']‘q_ T=
X]_ @-q— = Oﬂ 1_7‘]0]’05' ‘jr%ﬂ]- 712-_2_ 7]_/@'0 24 7
. =2= 205}04 %‘ﬂé}—’
| H4. B2BEEHE o
. Hont O]D]X_]:_ — =
= TAUS] H(+)o] IS v A
= " Ao, |
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S5 BRE oujz|et @A T] oA
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R
lx
o,
)
1o,
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o
H
©,
=i
|
R
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>
2
ol
ox,
lo,
1=
+
2
rO
EN

il

oI EEL. 1] =

S nRITH (A

o cHAIAY, 2011).

B2BA|H| A& 9]
—e = o = -
ZoA BH:E oln]z | BT o]u]|z|et WA AT v]X]= F3] &
17h @Al 3HA 9% £ 9% BY 4

Jz ol oJskS mjz]e AL Fels

= ——'?—o]—%
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3.2.6 TAITEI Aol TA

TATFS-S B2BAFAA T IAutA " (relationship marketing) oA 54
Ador dAFEo] i ol WARAL} Aol SlojA Fag Harh o

Mt AgAgso] o AASHL JAHAEH P, o2, ol4Hd, 2004 ;
EE5} o], 2007). BAITHS (relationship satisfaction)2 i Ab—gF At
o] Afj@A A it HutA el A (approvalolztyl & 4 AUtHGaski &
Nevin, 1985).

PATZL A Ao 7123 o
B7te ARA, BATA AdE

1999).

B2 ANl W7ol Awoli of

Z ISt (Geyskens, Steenkamp & Kumar,
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S35t 4 9 1“/}((Zarpenter and Nakamoto, 1989) Huang(2009)2 714 7+ A
o] FdQd AmET} TupEe] ATA A AufHe] =2 AH|AEA

o] A== THIAUL. E B o|m|x|7} AAFAE| Folet FF= HA]
T glee FHeldnh BT, 49HQ00N AZ4E AHs Edo] LU
No Lo FAAS FFs n|HS TN 2™, Bendixen et al.(2004)= AF
QA 7o ol Ao olA] BAE Ao g AZAE BAoz 4
oA oldE, A=, -97 ]—E(2018)O B2BAH| AZH T} A Teto]

H7. B2BAWI =543 BARE 19 BAA BAE olulAt mAL
W7 e AN

H7-1. AlE/A¥ L@y} BARE] BA A HHE ofnz]= uj7ia
e d Aol

H7-2. A814 mgke pAREgre] A HAE ojulAs wifante
& Aot

H7-3. AR @8he pAwEze] BAA BAs onrt wjans
& Aot

H7-4. A54 mghe pATEe] PAA HAE ojulAs vifante
& Zoltt
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HS. B2BAEI2E A7 BART 219 BALIA A oluA: wAa
Pt 9 R

HS-1. AZ/Au258 BALT o] BANA BAE o]t nj
e @ Holt.

HS-2. A8l2 m@e AN 719 BANA BAE ojuAt fAm
£ @ Rl

HS-3. AH &S @AM o] BANA BAC oluAt mAELE
g Zolut.

HS-4. A%A @ee AN 719 BANA BAS ojnAt ofAnz

= & Zott.

3.2.8 PAREO] o] F T}

)
=
ér
H
RN
o2 i)
IZO o |
o,
o =
mr”
» I
.
2,
iﬁ o,
&
© o
R
)
L
Y
fu)
fllo )
S~
= &
~ H
i rr
Ry
19 _%
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29 A
HE A7t Qeh(AAY, 2011). Bitner(1990)2F Bolton and Drew(1991)9]
ME|AZA- ] Agigelog HY|E gttt Ay A

AolA A=

= 2 W=o] FAEo] Hubl HIRAA el Mu|AFE Az dF
= A Jer HE dsoitt. tiF-E9] AHL IvEA 249 Bit=
M)A FEo] TS miidaR st ok e SR IF= UIA

AN
TAE HoAEFH(Anderson, E. W. & Sullivan, M. W., 1993
Woodside, A. G., Frey, L. L., & Daly, R. T., 1989 ; Cornin Jr, J. J., &
Taylor, S. A., 1992 ; o]fA, AFY, ALY, 1996 ; A3, 2008). E5]
Dabholka, Shepherd & Thorpe(2000)= XATES] AH|AZHY PFok
2o Wi e dFEY 2ATE H| A543 385 9] & (behavior
intention) ¢F4 mj/fsls Aol 25~5HS Q1Zslt).

ol/Fe] APAFAute]| FAst R &2 7Hde AAste] HASHL
A} Qe

o] A
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3.2.9 BAZIA S 2AaT}

2 Aol xAA o r AojH TATIA= FEAete] AgolA ai7o]
217 O}t Sl & (benefit) 7t FJgF H]-&(cost)7He] 2po] o] A& o]tk (Sirdesmukh,
Singh & Sabol, 2002). 12} H|&=3t /Ao 2 Eggert & Ulaga(2002)&= 1174
o] gAPEAA; A Ztolut EASZOA dA SEA A FE& 1 she
HeAd a4 sgol tieh He4Ql d]ﬂ(beneﬁt)il} 5] A (sacrifices) 7]
AHE A= o5ttt 719 2F A=fellA FuiAl Ei(buymg centre)
oF Zo] tgst olsi#AE sidstr] sl F=Eo FuiAEdS K8¥st
+ FXoAE 7P A 288 Foll shue 7R o]tk ]’%}% %1-—97 1,
F22(2018)2 B2BAH|AFHo] HHE o|u|z]et Ao wR]=
Tl A ZHAC g IR AurEdo] AA AT o Fofgh }o]

l

O (

oo AYATAT DAt et T S AHstel AP

—_

7

1—

H10. @AZEA el qlo] A= Aoy a3

v

Ne FZo /9
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3.2.10 Wt A MujaFde] 24

fol
k)

Frambach et al.(1997)2 A& Au|AE FHAAHA 14 W {F5AA7}
AAskE A AAILe] AEeE o 3EAE AlEe Bekd
A F7b el Aol Aolstglon, FASE ft 9AA H
WAl AlE AH|A e mEH, A AlE AHE o] W oA AE AH]A9)
BA F8/dol A REEE g2 QA Eol SFAQ AE AHAdE
o] o] IAQHor apHolat= A
HIAE IA7EAE A|asthr] 99t 54
Folatal AoJstal TlaA | A7E BAFE vX= G
shaith. A%, @@ (2014 z
29| wiZfate] dis AF A5kl HSokl O]Eﬁf 7| A H]| 20 EHEH
A FTole AEFAVIES olf
AFUHEZE 843 =, 91714
il

& Adso

r\r
J?‘:
)
=
o,
i)
r <]
2
o
>,
10 oo
=)
a
=
R
N
>
X
=

1
A A B ol ABSATEE AT 19 B S

2 g8l A4 AuA Ao ekt grh webd s
9 AHABRE AHA ABAe AREY B olalx] g W (Es] 4
HEAS B0z AW AHlcd dig n7e] AwtaAl BWre wo

ool AdyYAFZde] 25k v g2 7Hde dAste] d4sta

H11. Bldi™ A ZleMu] s S8 glo] Aurs Hdy v Ho

el Azl {27 Aolzt 9e Aol
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3.3 +40E Aot d7A 44
33.1 24782 Aol
3.3.1.1 B2BAIH| A~ &4

H AiloAs IMPAIS 22 T (interaction model) oA ©7] o4
(eposide)Ql uizte} F52F Afole] Y] 7kz2] wet & AF/AH|A wEd
(product or service exchange), AF8]A W EH(social exchange), HE w2t
(information exchange), %24 w2H(financial exchange)< B2BAH|A &2
of F4AYeR St oleld RAES ATe 58| w7 AL
drdog oflotglatal 7[dste 84502t & 4 th(Metcalf et al.,

1992).

il

A&/ A8l A W2 (product or service exchange)

£

2], AEo] LAl R LAV EEet=x] LA

S = A | R

& o

ot 11t (HAakansson, 1982 : Woo and Ennew,
2005, old<E, U=Hl, |2, 2018)

o5& =Ast7] ¢J5) ABAF F Hakansson(1982), Metcalf et al.(1992),
Woo and Ennew(2005), =+, 89 (2007), +FA, #E55F(2013), =
4017), o1FFE, 4, S2Z(2018) oA AAH HEES vPFo = B2B
AT £5A4 4]l BHA aA-Hesiglod, & 8¥Ee 5H YAE A
T2 SASHA. olet & AF/AHA wee] SAYES Qoks] HH (&

3-1]eF £

ro
r <]
)
=2
AN ol
ko
_0'_1',
18
ok
o
jm|
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[#3-1] AE/AH L weko] SHFS

5383 5385 =4
PSE1 | Ab3E]e] HA Hékansson(1982), Metcalf et
PSE2 Zﬂ%_% [T 55 al.(1992), Woo& Ennew(2005),
PSE3 | o o gAY &S 5 Qe AHA 2249, BH293(2007), AAHA(2011),
PSE4 | MM~ 1efef Hi= OlA4(2011), $-AA, BHER(2013),
PSE5 | 9r5d AW~ IS
pSE6 | 1ados oo Aus Az Sang=Jun Lee & Yen-yoo You(2016)
PSET | W& & 9l AW FEQOLD. olE, A5
PSES | #Alel HuI~ A AAECO8),

= dolA Abe] gt Al=oll diet gt olsiE wige= ot 17
A=, 44490 =AsH aeAQl A, 249 ZAE olsista Agt, ¢
ALl AlE, wE ARAE, Yo AstHor AHosilon Fuiztel &
w4 e g3bAolal ZetHQl ARE |A4ct A AFE IHATI=
Zojty. Ijng AReld wgh2 YA, oA, 2944 2po] #a, Al

1?} AS]A HZ(Hakansson, 1982), &A|9] olsf, AH7d ZA(Metcalf et

, 1992)5% &2 HpER FAHo] A 994, BE7(2013)= A=
= lt‘g., SIArz Al Gl tigh olsll, d42 A, A Y] stHolzta 513
th. olzlet B2 Fujtet 3uAte] G712l wAF Gl WS Fasitt
(Campbell, 1985).

olE &Hsl7] Yol APAT F Hakansson(1982), Metcalf et al.(1992),
Woo and Ennew(2005), 4, #59((2007), 94, #FF(2013), o4
=, 4=H, §2]2(2018) oA AAIH 7H‘§%% Higro 2 B2B EAHYEF
A AbQlel st aA4-Hekstglon, & 6dES 5H YAE A=z F45H
oF olet &2 AbelAd wehe] SAYES Qofd) HH [#3-2]9F ZTh
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=323 SAY= =4
SOE1 7\1]%‘:1] fl'] AR olelE HME S | Hakansson(1982), Metcalf et al.(1992),
2 ot 1A
o mw; ‘jiﬁﬂﬂ caaa Woo& Ennew(2005),
265U Aoz =5 _ =
SOE3 | 1719 BA= olsiata Aot 21, 239(2007), AL (2011),
SOE4 | o=mA0] A7t =} oA (2011), FA, EFF(2013),
SOE5 | W= gmzg] Sang—Jun Lee & Yen-yoo You(2016)
SOE6 | 219 3} oJFE, d=Hl, 82]2(2018),

AX W2H(information exchange)

HRE B 5 UL, A , ,
Neqnel AZ, ABHE 48w BAo gegoz Fojstgon Au
P g Eb mezel mae] 94 Zwom FAHHCHIEA, 2017)

™
i)
o,
o
)
|
Ao
o
o)
2
o
N
)
o3l
N
re
i)
r [¢]
fo
-,
o
L)
Izl
=
>,
ol
o
2
2
LT
&
=
(@)
=

1997). wretA] FHol wehd AMHAZE SHoA FEeAl 21 8471 of
d g4 a42 B 4 9Iti(Woo and Ennew, 2005).

ol =Ast7] Yol APAF = Hakansson(1982), Metcalf et al.(1992),
Woo and Ennew(2005), =+, H9(2007), $9A, #57(2013), F&
AQ01DANA AAE HEES B S = B2B AT E&EFH Ao A 4
q-HsIFOH, T 6F=S SH HAE HEr ST olet T2 FH

o
weke] S4%dEs Qoo By [#3-3]et At
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[#3-3] X w3te] 4=
2383 2498 3l

INE1 HEHAY e 8ol Hakansson(1982), Metcalf et al.(1992),

o oA AAIEZ] AHE L _
INEi i Fl;j:ﬁl = 2= | Wook Ennew(2005), FHEA017),
INE AHA|Zo] A& -

ELE J H7he, wpEe(2007), AALQ011),
INE4 | oJsfiat7] 4 HHO| Al : P

X A, dpzo

INES | Badl 44ns A% CAIGOLD, S, BEFEOL
INES | AZH= 52 EL BAe] WaiA Sang-Jun Lee & Yen-yoo You(2016)
AF2A weH(Financial exchange)

2 ATl A4TE nEe e dF AL gelHa fF AL 24
o thF AT AFPE Y, ARPEe depgo Folstark. IMPY

oz2g mdlo] 27| ok
A 931 dti(Metcalf et al.,

84e vetdle AxzA &

==

S

g o] AAA
oA E A

1992). &Y AF
S r]o]¢Fth(Hakansson, 1982).

T

£ 9ot AHA 7|5 = shto]lti(Woo and Ennew, 2005).

o2 =A35t7] Y5 APAF = Hakansson(1982), Metcalf et al.(1992),
Woo and Ennew(2005), A+, "9 (2007), 94, 2FFF(2013), o4
Z 9wl $ATQ018) o4 AN PSS vion BB BATEET
A el A $4-Easgo, & 598 5H e qzw 2459
o}, ole} 2o ARA were] 2YFRe qokd) HHl [E3-4let Pt

[(33-4] Q724 weto] ST
SAES SR =3

FIE1 et = H+ Héakansson(1982), Woo& Ennew(2005),

FIE2 | &&d g A+ 2, 854(2007), AAL(2011),

FIE3 | #Ae] 5+ °|A4(2011), ¢34, ¥HE7(2013),

FIEA G R IR K Sang—Jun Lee & Yen-yoo You(2016)

FIES | A=8%9] v o|AFZ, eleul 27E(2018).
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3.3.1.2 BHE o]u|x|(Brand Image)

AA Hgel, A A AREIRS)

Sk, BAT ojulE AuArt 547199 BT el AT g 2
Aolut U AA &2 Agy &2 AFAA gt 3 YR 2ol Al
Z3 B olg b AR 77aA ase Agstel ange] Aed 7
ZAAZ =HolZXH(Horowitz & Kaye, 1975). T3t BT ojn|z]= thefsh
wotollA stte] BHeg wuid o ARREE 350 = EA A4EL Q)
ot BHRHE onjx|= 37k 84 F, AlFY =24 £4, BHE Ao Z
Wl &HIRE W], T3 BHlE 44 sor FAdEo] Aok(Plummer
1985). BHE o|u|z| AH|zLO] 7 v A o] o8] AL

o

Kunkel & Berry(1968)x} %i&o}, Z4H4, A15732006)2 7142
£ &HZF gy O 39 J)EEC] Aoy ARET o5 tEsh: Y]
A Aol dste] 7HA]= she] Aolw, 232 o]u]A] =
2ol el Agohs FAHeq HEstE B 7)dsk

olg A5t fs Ad¥AF F AH4H(2018), Kim & Suh(2011),
Kotler & Amstrong(2001), Hatch and Schultz(2000), Kunkel &
Berry(1968)°l4 AAE NEES v SR B2B A THEFHA Aol 2

F-Heetgon, & 6FES 5H HAE HE=2 SHSIh olet 72
BRAC oln|z|o] 54¢=S Qofs] B [#3-5]¢t £t
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[#3-5] B olu|z]e] AR
=323 Z33E e
IMGL_ | BR=9] %74 Kunkel & Berry(1968), Kotler &
IMG2_| A= E?Z]ﬁ%/g] Amstrong(2001), Hatch and
1&2; iiij gii‘; oe Schultz(2000), Aaker(1997),
IMG5 | Bai=o] A=A ZAAT2018), oAz, d=Hl
IMG6 | HAl=o] A2A 22%(2018)

3.3.1.3 TAT=(Relationship Satisfaction)

2 ATl BATES SR AFT A 2o il
wokn Golelddth, BAUEL A Ae] Fxg waBAe] HiH 1
el Amoln o] WAL ABA, wARA ALE EFHGeyskens,
Steenkamp, 1999).

ol% 2457 Sle) AAAT F FAT-OIATALBQ018), ©

=

o
_:>é
9

59(2016), 2A4(2015), Geyskens & Steenkamp(1999)of 4| Zﬂ/‘]% Na=
< HIE e = B2B BATYEFA Ao A £A-Hastdon, dd=A
FEOoZ 57 YAHE HL =2 ZSHoINH. ol A 7H] 9] FaA4S 1
ot o, PATZIY A TR = =2 B A0 dHOAREE &
Fo= g807 YePdtHGrace and Weaven, 2011). 7 A1 71x]= A
o 7|4, i, A&E7teA & AVHAQ] wEHrte] Z BoE sh

(Anderson and Kumar, 2006), %7129l A Zrslef] & IS ot o]
o e AWK SAHFES QoFd HH [E3-6]eF Tt

[£3-6] PANE] ZAYE

w3 S S =4
bR, olAIRt, H-274(2018), oA, 59 (2016), =4
SAT | AWHAQl T
2H(2015), Geyskens & Steenkamp(1999)
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3.3.1.4 #AHRelationship Performance)

PAATE 27} FoloETn QEA, 2%, Auele
2 Holstolrt. TASTIe] Fr]HolT avtHel BAFHL oo Lo
Pa

arvatiyar, 1995), A4k

ZwHof| A (Sheth and =

oF WA ot SAF=RY] APAo] T=H TA A %Eﬂﬁfﬁ]g} Hﬁr

= Fewof dFolA B2 otEe] o8 thRojRon 7|EL] AF-EolA
e 9 ZHRole S, =

AAE A= AAFAH =] AaL, A,
TR FHl, gHoRs 7149 vHARAER] FEE A

Tl AL F71A dFoAte] SHE S 4 AtHESR, 2007).
7] 9 ABAF T o= dsHl, £A%(2018), Sheth
Parvatiyar(1995), 53#(2007), =2kt(2018), ©]A=(2018)ll4] AAH
MEES v o= B2B wATYERA AbQle] gtA #4-Hekstgon, 374
o] AT R 53 F7IE Az S ol E2 AT =74

ofsfl ¥ [#3-7]et 2tk

[33-7] WA Y7o SA4GSE
ST A= =4
Add purchase Z7} 2l o ojAZE, A=Wl Sx]&(2018), Sheth
Recommend FHo = and Parvatiyar(1995), &3+(2007), =
Repurchase Atuf oje SHt(2018), o] A(2018)

3.3.1.5 #A7I*] (Relationship Value)

= AFollA BAZIA= FAE Bl-EHiH] avkE A oJshntd),

13) Ulaga & Eggert(2003)2 #AVIAS S4Z=S F 3547 Agste WAZHA 37O,
sea &4 At F2 7AW 7 AR *}30}‘3‘11 FANZQ00H= BA, |,
54, sk 71v‘4E1 #4749l 6714 Ao arde Aofste] ARSI & A4
2 BIBAZARIAE Tt 71de didolslen, %61 *P%'%%?}ﬂ A=A 2 AFolME
w719l E‘X*E—°* g o SEATE Bol 7hedt FAE Mg, & ddiaAESE, ol A
AdAeke] Mulef v, J2|ar ARde] AQbE W-gel diet wigiy] ddo] Az Hi T}
S B8] G O siglth. E B2BAH|AFAY] AolA ofn] A, e, A5
MRSk A4 SO ST EARI] £ @] ARG 2EE AT S SHE
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B2BEAZIA = AefollA BA ] d® (benefit)® &4 (cost)Zt /o2 A
o= A, FaAtet Aol A Aol QIA|sh= SEt Fodet W 1he Aol
Aro|th(Ulga & Eggert, 2006b ; Siredeshmukh, Singh and Sabel, 2002).

o]l =As5l7] {oll AYPAF F Ulga & Eggert(2006b), Siredeshmukh,
Singh and Sabel(2002)l4 AAH 7HdE2 HIECE B2B A d&EFA
Ardoll B - Hestqlon, ddSdgRoR 53 HAE Az SA5)
At ole & WAZIA S EHI=S Qofd| HH [#3-8]9F At

AN
ol
Mo
ol
B[\

2

o,
I
nﬁx
R

ReV v]-gf4] S8 | Ulga & Eggert(2006b), Siredeshmukh, Singh and Sabel(2002)

3.3.1.6 H{H g AH]A EA(Non-Face to Face Service Quality))

2o Ao HgiH Qg AH]A ZEHE Delone & Mclean(2003)2] A
BAAE AFRAIS Success Model) 9] 742918 HIH ASHS 1185}o]
Htid g A" F43 B fd AejAs Fde FAAGECR SHgle
o, B Ad A F4
et al. 1995F Yetll= SHAT A~ dap 17 @33o] Adydo] 4
% (DeLone & McLean, 2003)& Y= A=do= Aostglal, Htis A
3 AAH E2E2 AEAARE ol A Wiwet AHEHO olsfst] 4
L ArE YeYE oldid Meadow & Yuan, 1997), AF&2}e] Hast A
(Bailey &P Pearson, 1983)2] H2]Ado g Aolal¥ict.

o5& =435}7] Yl MFAF F Pitt et al.(1995), DeLone & McLean,
(2003), Montazemi(1988) Liu & Amett (2000), Meadow & Yuan(1997),
A, AR, o)A (1992), Lee, S. ], You, Y. Y. & Kim, S. H.(2018)]
A AAE NEES HP R B2B wATE &84 Atjdol A 478 -Hekst
Rom, HigiH Ad AuAgde 379 SAFRCR 5H HAE A=

L A Aol SHAA A7) OJegt ARE fESAL AT L AL 4 o] BA
o ulgo] mae 2% ettt

_98_



24ei9n, g AY A2EEAE o) 23FRe 5Y PAE AR
2 S5k oot E2 WAV SAHIYES qofd) HH [#3-9]et &
ct.
[3E3-9] H|tH Ad AMH|AFHY] SAHYE
Nd | SAES SAYE =4
NonSVC1 | EHAFs}, @7AFs}e] vhe Hr Pitt et al.(1995),
j{ljz NonsvCa | e Ae 2el e DelLone & McLean, (2003),
=7 Montazemi(1988), Liu &
NonSVC3 | A A-53ke] A3y Amett(2000), Meadow &
NonSysl | A2 o]iolg go]A Yuan(1997), A=, AR,
EEH\_E; NonSys2 | AJAFl -SHEHAIZE o992
EXS) Lee, SJ, You, YY & Kim,
NonSys3 | Al&® 7154 S.H.(2018)
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3.3.2 AEA S 4

B a7e] Bae 9] SIsA olgdel AT ARATE FaA
AFE A% BYSS B A7 fiel b BAwE &4 Al 2

ARgE S8 Cih o018 B E£4
A=/ A wst
B2B ﬂﬁ/_1 | :u—“ 7 IMP interaction model
Ar2] A w gk 6
=P A H] A = (Metcalf et al., 1992 ;
EXS qE Wl 6
Aed we 5 Woo& Ennew, 2005)
Kotler & Amstrong(2001),
=3 a\ﬂ T o]ulx
o 10] %] 6 Hatch and Schultz(2000),
Aaker(1997), 713++(2018)
PAGHE 1 Geyskens & Steenkamp(1999)
TA 7] 1 Ulga & Eggert(2006b)
H|thdA H| i 3
ZHEHS FURE] A 2E 24 IS success model
AHIZE H] oA 3 (DeLone & McLean, 2003)
& Aus E3
2ama A 3 Sheth and Parvatiyar(1995),
53HH(2018), ©]A-(2018)
A Total W4 1074 41
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34 AR5 D 2T

2 A9 FA2 = B2B A F 719 =A< AeE At
Al | obd B2BHZAH| 20 A4 IMPGEa-gol&
of 7%t B2BAH|AFH L] ko] BRE ojn]z], WANHE T12]al WA
ol mAl= FFE AFshedl FAo] At e5d B2BAH|AE B4 A
2, iz yoly HH]Q, A= (), B3, MRO(Maintenance, Repair,
T2 ofz FiHil Sle=rtshd T &
A, A, 7 T AHAA &

AYAHAE BBAHIA G G2 T
14

_—

HEL A1 o]}

et -

2 w7l A AEE Ful AlE (buymg centre) & =
A7Processet Thget ol TAIZIAF ZHYlo] EH=H], —f/ﬂﬁfa

AH| A ARE BE9E7] AR E9F GARSE QJAFAA ProcessE WEL, =4,

e Adet HAEAer Qleto 5#‘41*1?4 7*4 0101—?5‘_7} O*ﬁ’rﬂ%
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AN

ole & 7] FAe A5 T Ame] 3 e AAsteloF 5
et A=e] 3 WHeor Fojudd, 49 dd I8a AEAHe=
TEY 4 ot Fo] AL AAZIAMA Wol Abgohs WRoR w9
AAGol BRI oz BAo] ol AL AP 7T Aol led,
wEzre] | Aol 37 i, A Mg FAskET olE=el A
+ o] gtk Ad A W 22 AYS Bl v #gel oig
FFS HES 5 e 540] Qo] dHREA Y] FAFS FolFAN, A
EE A AR ofFojx AAldel ogel e & e THol U
AEZAE2 HAA Bt o4 At F= ARGEW ARelifel AtolA H
So= Aol HA AR SEA9 Slgao] Moy, FAR SHY
dolel7t 23te] dd= € & e ol Avk 2y ARt Bl Ao,
A= 24 e] 7lEe] dHiste] Blarh golsitt(Ad, 2011). 12l 2 <

grE RS 5T HERAS AY

ﬁ —1@: -
st A Aol AWstert debd APae B ﬁ—?o e ) St
=13

AT ez B2BHEAHIA Aol BT Sy *}Tﬂ 719]
el A, FAEFMH|AE SHe Ajog MAsIgon, BE Adhe
714l AFRZ17]T A A Processtfoll oA

AR} PR R ol EA FTFL

of
L ogo) JPE o
2 EREAIE sgon 5

AT G727 2AEZE @5 Slste] e 2= 1‘41”01 e AL AR, 24, A
& 5o A gow A7t AEHe Yot SAH F4ol ool AnE Yo o
A AL ofulgtHEA Y, 2011). 2 AFolN= BZB%J-DHProcess-J 54 5 5%t et
A4 vedlis FolilEe] 24 B A2 Fude] EAShkE ZoF § EAuEERA Auls
Aol 9SSkl

15) BEFANE H29 EAE 7Rtos BT EAS

= FAN Ul FAolth. ZEEAPE AA

|
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AU T3 JPATL AR BA

=71 Yolixe B TR BAGE BT 4= Qlojof sial ot mEoRRE dojxl 2tz
£ ol8oto Aol B4E AT 5= Slojof STHHIAY, 201D
16) ZEREFZH (probability sampling)2 BE Aftiite] 3R o2 55 Sgo] daA 3l
I BEFHQAES FESH] fote] Tl HHS ARSSith myThe] tist JRE By
1

53
o EEoz +59 S0l YHsHA Y AP} SHAHOR Ex ozHon APty
2 o] BPAZIAL AN 5 G whS Fael Wit & mAlTe

A3 Gk S Al weh HSBEEFE TS Aush]E A, 2010).

17) d=F2RB 252 (simple random sampling)2 2HZAQ ZARE] o5 5] o] &&=
o F77F NRI BYGoRHE BYHe] BE RGP Aeg 5o BF ZES n
7N FEARIE Adol= ol GHA Y, 2011).

18) U-8Erd=(content validity)= S45t12} sh= Zaolut W&ol A Fa =d
L Ax tEsk=AE gtk ol AFATE 2ARMES] Wgo] HAo| H|Fo] 2HHA
o AY S22 HMEAAS HiEoR TR oR woRich(A4d, 2018).

= i

= o
£ 9
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oz
(o]
f
_O'L
2
&=
w2
2
>
ol
ol
I

SFe 7139 71GeH stel APRg B] A

sl SEEre A2l B oz st uA, 47
e A3E

2 fg oo

o
N
N
e
il
ol
ol
A%
lo
R=)
r
e
19
jab)
Q
&
(@]
o)
5
filo
2
o
ol

],

=

oldT Zre ZAE FHste] HA 542719 SHHolHE EHIGoH o
ol gt oA AT AZX|(missing value)19 32749} ojHAele §H
T &1 (suspicious response patterns)20) 2877 o)A+ (outlier)2D 31712 A
oIstal XF 451719 ARE dew dFE APttt B2E24AE 9 AR
of tigt W& [E3-11]7 Zo] AHoJslch

[33-11] A= 3

7 2 54 ug
waw | A 719 5 ARERWIS o gekstel AHgehe
SN 7199 PR e AW _
o SEAe] AFEE Eol7] 98] ARz HERgS
- o SR
AR ouel 24t

17} 20189 49 99 ~ 49 139 (F 145%)
274 20189 6911 ~ 69 152 (% 369%)

ol
Bl
N
S

FHEA7] 542719] EE flolgE &rH
HAZA 3270 A=A AA
1| A
a3 ogmHE 287 A|A
oA EZAX7L £3014e1 317 AlA
gradoly | 451(83.2%)

19) AZA|(missing value)= ZF SHHAFER AH9] §HA|7F §loA o] FetEo] Q= AHE
RCHAIAA, 2018). ARt oR AEX|7t 5%u|Ttold HH g A (mean replacement)E
4 9o (Ringle, Wende, & Will, 2005), 2 A+<] AmAfedoleolAl= 32/542(5.9%) W
o] Al A A&7} gRlEle] sl AHIE AHAlste] AEA] AHEE stttk

20) dlolelg 245k Hol, ATAES SHHEES Aot gttt o] A9 HE g E=2 1
2= HES ZH=th straight lining2 -$EAFEC] A& diell w2 HE2 22 S HA]
& wjo]th(Hair et al, 2016). 2 A7) AgA = 28709 straight liner7} SRI=|o] A|As}
FAct.

21) oPdA(outlier)= 54 HE 52 nE AR T S T3thHair et al, 2016). E
S BEHEAR] Fro] £3 o]l A= oA digRich. 2 Aol 31709 o FA|vt &

=] At
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2 AFes 71 AYATE v ez IMP Group® IMPYEZ:
(interaction model)ollAl AAot= 24 Foll ©7] oujiEe] siFst= A
/A A g ARSI wE, JE we, AFA wEs B2BHRAH|A ﬂﬂﬂ
7oA o] B2BAH|IAZAS] Ao w /st HRE o|m[z], HAT
A PAENRS] BAE HESK 7 AAS Tl x4 AE 9l
BAZ x| (Ulaga & Eggert, 2006)2t DelLone & McLean(1992)8] A HA]A
Qe HHEoA AAGH HtHH Afd AH|AEEo] & o] 7]E R
A A folet Zpol7t Q=5 Bo|aA; skt
6ﬂ—8}0d1;}'

= %
B2 gue] ATBANH 54 U 2ARIAES

obo
ko
el u{m i)

HE

U_u

A, S45E9 E}‘:}EQ} A=E B@ristle. WHLHAd  ARx
(internal consistency reliability) ¢Jal Z=2#H}s} L@ (Cronbach’s  a),
Dijkstra — Henseler's rho_s(p,), CR(composite reliability; % /ﬂ/‘]ﬂ .)
gelstlon, AFSEHIEE &Qlsty] ffsi F A= (L)
M=%, AVE(average variance extracted ; BHdEASE)
HelG =& Shlstr] Y3l Fornell — Larcker criterion, i’_i}ﬁlﬂﬂ(cross
loading), MTMT (heterotrait—monotrait ratio)E 21ttt

A, FxRds FJriste] HFo=w 7Hd HAS sttt FxrRde] 3
Ztole B84, 2AAS(R?), aa7(f2), dS5A?E(Q?), BEATY]
o8 AES ket 712 239 7HEE AASHH.

rl!lo )
n:o“
O.L;
JN
>J
rE

rﬁ > mlm

F

mlo
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3.4.3.2 PLS-SEM 9] EAH EA

2 AT 5AE 25 e 4 FAEA Tool2A SmartPLS3.0=
g5kt Hair et al.(2017)-2 PLS-SEM(PLS7|8F LxHPA A male] B
sAA EA4e th2t &o] Wk Qi

PLS-SEM2 | AAS(EH )

)9 A Z(prediction)ol] ZHS t}
HAasste AL ZEE St ol ZAHeadd
Q1 OLS(ordinary least squares)7|¥F £37|HS Al8shs Ao RH
Elut= BAA EAoltt. CB-SEM(covariance—based S

A RDGREA)S mdo] AvtAQl AL o] 7]Eo] GFI, RMR, 52
o] W&stA EAI5I, PLS-SEM2 HeHslA AHgE o e Hubzol n

&

I (global goodness of fit)e] B7F7]Eo] glow oAk A Fof 3l

{
2
~—

1o

dm 1o
<
1
==l
=
o
L)
2
rE
ﬁ
IN
P

+H Lorr e fE

)

|
7_(;1[
ChF PLS-SEMS 48 e dAxnde] =S yHehfEs 2HZ R’
Q* B)& AHgETh CB-SEM2 279 s H4E
I B4A](parameter)E 5049 PLS-SEM2 AHaHEH %
(LVS; latent variable score)& At&E?tth. PLS-SEM2 LVS&
Hot A& (perfect substitute)2 7Fdotal flom LVSE dA¥d =
59 AgxFor ALtdnt PLS-SEM2 Hlo|HEEZ(GFEE)
H 7MAHE oA ¢kE= H|E4ZA A ZA(non—parametric nature)®] =
E~Ed|F (bootstrapping)e &l tghe A= g2 A=A49
= AZctedl AREA. SHHsE o JRo SAHAE EZJdstn
), o]ttt Qb= LVSo Z3tHch A=k LVSo| ZetEo] Qs 2=
A7l otANE BEl Ao QlojA mOE ofr|shA EHTHPLS-SEM
AREO] ANZE(R7FFA], FAAA])e] Ao FAHEAY
WHARAS)7E a4 FAE= o] WARS. T2y A 4
T AZelA oleRt FAlE A9 WAstA] fkow mie
dot Tt £ ALl sk =529 v A

o

o

2~

==

& o

4> o
2

i L i)

%0 1o H o oA e 4 &2

o)

o 2 B

;-
A
e
Jdo
=

N
u!
e
1o
m

A
N
o
e
ol

A
R
.,
rg
av]
=
T
w
&S
<
i)
O
=
w
&S
<
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i)
rlr
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N
o,

N
N
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o
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%7 dot. PLS-SEMe] ofeh Rdll 4| CB-SEMe| e FA%|Ht o
T =2 Y FAA AFY(Gtatistical power)&  UEFHTE  whEbA
PLS-SEM=2 |4 A g7 A2 ofst Beo] SAZAE A8 7Hs
o Ol St oY SAEAZIEelRAL & 4 duk(Aldd, 2018). [#
3-12]% PLS-SEM¥} CB-SEM9] H]wo|c}
[#3-12] PLS-SEM¥} CB-SEM®] w]
75 PLS-SEM CB-SEM
A=A = (prediction) o] 243 (theory testing)
FHES 30 ~ 100 & 7= 200~8007H
dlolel utel CSV el Entadbs
- BE/PHo] QSGIATFEE [+ 92T EE P A
2m 713 M= 7Hs) o] glofo} &)
. AR )y .+ B5A )Y
e g | U OPIEEE SEYER AT s L ) e asee aw
Z;qtq;\sq 2 ARsRE o SEHSE Z]—EE 212
TOETH T g gapasia) k) = e
vtz 2| I;m o
S g | e 8O A8 F2 wE AR A8
nd Ag= nd AP B gy BAT Bd AYPE B B8
s 5 754 eAFEHeAY | eAFEH oA} T2ehe Y
LA a9 293)=2 BAEA] FS = w A5t
T29E BN @ 7% A BAY
EEELE: AARD(QYF  AzkEA)T . @
A7 m Nl AAEAT v AR 7}
L | AEs A 4E ks of | @S Asel AWE FAol
AL S LT 275
Z4Ede olgs A¥ Z3usret
- 24ady 72RY SA A | BAEse] A=Eet SgEs 24
=E Bk WIHCEARA ) 5 pERIL So F4EHS
AR QBAEA)

Z4: A7448(2018) SmartPLS3.07+2 ¢ H A ndg] p,

B ML fojyo] suE HsAe] Brkn B 4 vk E AWAL Ag
7%ol glor] WARANSE 245 91 dolee] S4o] FHHERA
EEO| 27|17k 45102 PLS-SEMEACIA dolgel Qude 3702 4
otk E BAAG BARET go| BAAER ZHY FARSTt EAE
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H(20.2%), SAG-BEL/ANAFIA/MEEEA7E 345 (1.5%) 2, Aehd-Br/
FFFIA/AFEGAX] LS E39E 5ol 257 (5.5) 2 YrERETE
JARRIIEFog HS uf AV|FL 69 (15.3%), $47]9L 1799

(39.7%), Z714L 1578 (34.8%), t714L 468(10.2%) 2 LyeERGTH,
o%Z:Bd_FE

%j
= A2 1608 (35.5%), AHIAYL 1678 (37.0%),
BEEEYS 16WG5%), Te7IRLE T7H9017.1%), 7IH dF 319
(6.9%) % TEFTY.
HEEe] =l AHRERTIdAe Al A MuaAeks Sl fAR
AR HlZUAE FAISIAL glo] AT
sl Holch 24 29 wridat A Aors shal 24
Ackel FE7E 1219(26.8%), W=l dat Aoke st dejdoRiE fAR
T AHAE T2 Aore] 330%(73.2%) 2 LERT

Ho =2

o 4

22) 27193 7192 4FE 39 B wEd AR OE ERolH Sa7d7E Az 9
S AR A3zl wep RSt (DAVEHIAIRY Y] B 471de 39 BamiEe] 120
oY olst, 7192 39 Bt wiEH 120999 =3 ~ 1,50091¢ olshrt sfdokal, F4A7He
20174 10 17¢ 784 7IEez MEulFE 4FE BdiEdse] 2719 42 71ee] ot
2t A52hg A oA AlERA(C30393), A= A FE 9 B FAE AXA(C31202)F &
T AR o AxS, FEUE FE AXAC313220F FeUE o7 AxYge] R 7S
Bt MiE T 1,500999 olskz gt ti7de 719 VIES ARlekde Al Wrldes

2RI
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4.1.2 dlole HE

A= o] M A ASA, o] gle BEAAT S8 2 oA
A2 519, o]Fof HolelEE(data distribution)o] W3t EAEAANE
7211 dlo]E 9] A4/ (normality)oll tHojA HESIIA}F ghe

SmartPLSE o]t SEM(structure equation model)Q] PLS-SEM2 H|&L
T2 FAYH oI (AT, HAg o|FA, 2014). E¥Hs| BHERE THE
(normality assumption)®]] thallA] ZF=xotA] o HAl HAFELE 7IA]=

dolgat sieete 4as] Y %4o| ol2oldrt. et dlolgs} At

oh. 9fuFstil PLS-SEMo] dlo[g]2] Zqtdef et 2 7= oA &
T SleiE RE w4 dojest RAEetchy oust gk AIE 4
Q3 A df(distortion)e] Lold 4 U7l mEolth. AE

PLS-SEMOA= HlolE7} = E(normal distribution)E ™22 &

ASSA
G2l HAFEELE Ho|H REAEH; Y (bootstrapping) CZHE HojZ

ue e e
g e

B

=eaE BEA HA ol dEstaiat sk WS 1re] TA theth {9
e dAaANZIAl FopAAE, 2018).  Kolmogorov—-Smirnov  test@t

Shapiro—Wilks test= EEOZ2HE FUASH Htt TFHUAE 2= AGFER
dlolele} Hlwgre 24 A (normality)2 AASH] Adfl A=A Mooi
& Sarstedt, 2011). 284 & HI32 @A 22 flojlge] HF7HE9] 7]
7t ofFof| thsfAgt ZAIRI). bootstrapping@At= HIAHAIREY of ZFAdst
Al(robustly) =2 ¥3l, oli= HlolE|7} ALt 2po @A ol 3l AItd 7+
olERts AlFeth(AFdA, AAg oA, 2014). webA HlolE o AAEE
A5t Aol = N (skewness)@t & (kurtosis)E A EHoloF gt} A=t

o

<

23) FAEAES BFA S parametric statics) ¥t H] 245 A|SHnonparamatric statics) 22 U+
ojlXieh RS AHES FAFORRE BPE FASks Ao Bt BAIYolth Ra-5A7E
< BAFORRE H4E S0k Aol Bt Aot R AES 28T de 9]
7ol dast, T2 HAAE} HlgHrr SA AmE EASk=H ol§Hrh HES F
A7 HE BYHe] EAS FAIE shit B4t BAFS WA U454 g=th BEF
7Pgol 9= o, HEALe NEXrr Y ARE Aok dl ol&Hrh e,
w7t HEAE 2 AQAER SH 49, 193 AR 52 Hledrr SAESIE
T ReFATIHE Aot 28 7Mgo] B4 AR ule Rt Heol Hlg AT
He ARBRITHeISHA, A]E, 2015).
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of Y wEe] Y AL Wrste] S REsh WA o
s gt At 0o ke AL AL dohbA]
ol AT B 0o THSHAL Holw Shwst HEo} 13t - 1Afole] glek
e 9104 130k 2 Aol dloles} 1l
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[(84-2] SAH 7|&TAF

A S =W | Mean | Median | Min | Max | S.D. | Kurtosis | Skewness
IMG1 4162 4.000 | 2.000 | 5.000 | .535 122 121
IMG2 3,982 4.000 | 2.000 | 5.000 | .666 318 -.342
BAc IMG3 3.778 4.000 | 2.000 | 5.000 | .708 -.373 -.031
olm]Z] IMG4 4.051 4.000 | 2.000 | 5.000 | .679 -.130 -.2776
IMG5 4.259 4.000 | 2.000 | 5.000 | .674 573 -.671
IMG6 3.654 4.000 | 2.000 | 5.000 | .751 -.368 -.030
PSE1 3.942 4,000 | 2.000 | 5.000 | .064 1.879 7102
PSE2 3.902 4.000 | 2.000 | 5.000 | .617 185 -.391
PSE3 4.113 4.000 | 2.000 | 5.000 | .691 =472 -.274
A&/ A 8] 2 PSE4 4.055 4.000 | 2.000 | 5.000 | .695 -.156 -.314
Ay PSE5 4.115 4.000 | 2.000 | 5.000 | .549 163 .057
PSE6 4.122 4,000 | 2.000 | 5.000 | .614 .055 -.193
PSE7 4,102 4.000 | 2.000 | 5.000 | .668 .043 -.344
PSE8 4.027 4.000 | 2.000 | 5.000 | .595 283 -.135
SOE1 4.120 4.000 | 2.000 | 5.000 | .638 225 -.315
SOE2 4.060 4.000 | 2.000 | 5.000 | .704 -.610 -.199
Ab3] A SOE3 3.829 4.000 | 2.000 | 5.000 | .682 -.127 -.149
k) SOE4 4.169 4.000 | 2.000 | 5.000 | .728 -.063 -.548
SOE5 3.916 4.000 | 2.000 | 5.000 | .722 -.744 -.014
SOE6 4.033 4.000 | 2.000 | 5.000 | .670 -.343 -.172
INE1 3.978 4.000 | 2.000 | 5.000 | .682 -.134 -.225
INE2 3.865 4.000 | 2.000 | 5.000 | .725 -.439 -.104
AR INE3 3.945 4.000 | 2.000 | 5.000 | .698 —-.137 -.238
gk INE4 3.856 4.000 | 2.000 | 5.000 | .723 -.087 -.270
INES5 3.745 4.000 | 2.000 | 5.000 | .790 -.431 -.162
INE6 3.898 4.000 | 2.000 | 5.000 | .668 -.340 -.059
FIE1 4.040 4.000 | 2.000 | 5.000 | .644 421 -.336
A= FIE2 3.976 4.000 | 2.000 | 5.000 | .677 -.084 —.228
iﬂ-i—] FIE3 3.918 4,000 | 2.000 | 5.000 | .732 -.348 -211
FIE4 3.945 4.000 | 2.000 | 5.000 | .717 -.234 -.244
FIE5 4.033 4,000 | 2.000 | 5.000 | .643 261 -.281
TA7HA] REV 5.619 6.000 | 4.000 | 7.000 | .715 -.196 -.130
TA WS SAT 5.716 6.000 | 4.000 | 7.000 | .735 -.257 -.136
REP 4.098 4.000 | 3.000 | 5.000 | .528 447 .103
TA A= ADD 4.033 4.000 | 2.000 | 5.000 | .667 124 -.308
REC 4.002 4,000 | 2.000 | 5.000 | .597 237 -.126
A ISSV1 3.958 4.000 | 2.000 | 5.000 | .632 121 -.178
Aqu] AR ISSV2 4.035 4.000 | 2.000 | 5.000 | .719 -.098 -.376
ISSV3 4.007 4.000 | 2.000 | 5.000 | .706 -.117 -.312
- ISSY1 3.812 4.000 | 2.000 | 5.000 | .752 -.599 -.020

vt Hzd
A EE ISSY2 3.818 4.000 | 2.000 | 5.000 | .775 =277 -.274
ISSY3 3.741 4,000 | 2.000 | 5.000 | .766 -.289 -.204
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4.2 2329 (outer model)2 H7}

4.2.1 AF X (reliability) ¥ etk (validity) 24 9

PLS-SEM®] HrldAE= F TAR JAPgrh AldA A= SHRE
(outer model)& H7total, A2@ANA= FEXEH(nner model)= H7Fet
ot PLS-SEMO| #4370l SAHpet o] A=kt s o
Hole 22 vl 5835 Aotk SARES P A9 S0 3lof
A AZ kel B st SHEZ] gfow FxIAgAS o]t AT nd
4 A7 ou7t glojinh, whepA FxREo] F45t7] Mol HrEA] 54
Heo] ot BrimgS FoiA Ao AREet BgE ZHstojof ittt

=z
B7FE ARE 4 dedl, Bl Ee vseAd, FAEASS F9
A, ARAFRY), BRI (), AS5HATA(
A& AHgoto] F7HE HdYstoof th(Hair et al., 2016).
Hrg A SARYY GrirlEe] ottt 2447te] +87]Es [E4-3]0] A|Alst

lN'

W& A3 AlF] % (internal consistency reliability)= 5d AW
Ast7] A o 7He] SAHAMSFE o8k Aol AFEE 57
Polh. ol BUT AAWSE ZHSHE o olgd o2 Ao ZYus

Zho] Ay A== AFE=E ST, 2018).
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i G e e

B77= 8 7= ZuEd
97 ¢ 0.6 ~ 09 : gubAE =8 W9
! L o - 0.60FF © Fe AMFE Cronbach(1951)
17147 2Zuls}l o - ’
%‘3—“0 i‘;ng"}ha;’} ~ 0.60]4F : 28 Ttk AT Nunally and
(,UE“‘E | onbac - 07014 : ulEAG AEE Barnstein(1994)
interna - 08 ~09: &2 48
consisten
cy CR 06~ 09 ANHQ Sg oy | s
reliabilit | (composite reliability : - 0.7 o)A : HEHASE A i(lng)’ d
S A] _ OlAF : BRI O] oiTto] Ao unally an
y) rj— o LEIE‘ pc) 0.6 ] [e] 1=t R N ) L_'?'L_ o T Bernstein(l994)
o L20.7°1F @ S3WFHA
o L<0A4wt @ S AA
e 0.4<L<0.7:
QQEAA 2] - SHHSE AARS ° CRO] B Vi and
LAFF | 07, Avert 0.501402 Frske Ag: | 8 AL AN
g _ _ Pholipps(1991),
(outer Htg A A28 AlA Hair et
loading HAEUEEFE et JFE 12
al.(2001)
relevance) 24)
- SHHSE AAYS d CRo]
0.7, AVEZ} 0.50140 0.2 Z7}¥|7] ob=
HAEEs A% wgd RS 44
(ccl)'r(li\{er;gent ESTIEPS
validity e
A=A E) Chin(1998)
(indicator
reliability)
AVE o 05014 @ vEAE HE "R
(average
variance Fornell and
ot
& 0,2 extracted : Lacker(1981)
(validity) A}
)
Fornell— o ZF A4l AVEAFo]
L er AARSE 7te] Fade % 4% | Fornell and
Criteri =20 ZHt 2 AL mEElG T} | Lacker(1981)
riterion olo
%=1
o QRARA(LJAHAHA)7F
R WAAHRAE ZT b=
AR e shere |
e | 08 ZAuso sipagst e | RO
(discrimina | 02183 AA oo AN Rt 2
nt validity) A% @ BHEE T} Qe
o 0.85(F2 0.9)m|¢t @ wHEPG LI}
Fie=y
HIMT 1 08s(se 0.9)014 - waerg=st | Henseler,
(heterotrait— - = .
monotrait T Ringle and
ratio) o A&F7Hconfidence interval)oll 1% | Sarstedt(2015)
Zebobal Qe AS ¢ WEHEHTEL
5
EA4 A742(2018) SmartPLS3.07+2 LA RE Y, EAEW HH, p195~196
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agukst guel CRo

I WrrlEo wol o

—_— —

A71IA L B ARG ZAELs o] ot wEsE RAAA
(standard outer loading)

YA varle;) = FAHLAY] BE4HE 7H7IH 1-1702 Aodn M2 =

i
1o,
o,
_o,l',
)
fr
B|\
o
rE
o
o
A
ox
o
N

It
v
o
=
o

& H9= 0.6~0.9°tt. 0.61]ToH ¥
< AFE, 0.6018°1d 8 7 AFE, 07010l wiEzer A=

Hu
r
jusl
_—
olr
=L
1
)
8
1o
ne,
rD'.',
Bk
rO
4

T3 0.8~090]W e AR B 4 9k Jeh oled 487]%0]
BE sty Hopl Hgd 4 Gl AL ok sty Hopo] AAe] wel
e L&sL olUe Het AR 487128 A9 45 9 ol
CRO| w3l 48 He 0. TolAol el uhgAlE A= woln



Bk, AVEZ} AREET QFEAA] A4 g
SAUFEY AFE H7HE Fo ASHTEE dothe 7|Fol

W 2AFE) e ASHTEE Brlshr] g durddl JEo=s AREEI 9l
o AFAES HSHEEE FHsE| floiA SAHsEY FAAAE
AVERHE FQs5H4 1#stal Qlth. AVEE PLS Algorithm& o]83dle] g2
glo|EE olgste] thaat 22 ALtAel QoA AL & Qlth

oAZ|A L& B AWM, SAMS o i B3t ARAAA]
(standardized outer loading)®] Al&ehs ojulgtt. M2 S4W¥G9 7i40]
CH(Hair et al., 2016).

AQEARA] Ao tigt AS(outer loading relevance testing)2 <JF-4]
Aol SAA Fo4d, AFAAMA Y 2715 oA AAdloF th(Hair et

, 2017). WA NE SAHAHESEY] ARAAYA = sAA R Fosfof Qi

O5og RAA2 ] A71E st AgA ettt QRA 2] 7}
0.70)%eld oiid SAWHP= FAI5HH, 0.47]9] =
7‘1]745]10][ 0}‘:} ﬂ‘j A 7F 0.4~0.7A0]0l Sl Z-9olle w22 7l o

Py

th flo o
ri ~

748115 CRJﬂr AVEZ} 247} %1741‘1% 0
g SAWSE A7stH =4 S
oo ZEA oFe Agolt A ZAUSE

=W A2 % (indicator reliability)= F
U oEe Bto] dg WA oo ARHEAS dehie Zgusan
Z

B F5H 242 mdHE. ol AR AFEHAE o ZESHH 9

=
N

o
=2
il

l?_

Z(square of a standardized indicator’s outer loading) 02 7|
gt 2494 AR o] 050140l HEkg WFRYES AT et
ooweet S Qlrh of7]elA 0.52ks Ao o= g SAMY 4t F
A 50%7tF s AR o] ofsid AR Aee Sfviettt. AVE(E &
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)& 0.50o140old vt HSHTEE 7ML vt |dd o qlth
PR AVEZE Bd2o = 0501402tk A2 I HAHs7E 54

o] F4tol Awt ol AWES ouRith w2 A %
ot il Rl L R g

FTHEEF 332 uetth(Hair et al., 2016).

Ty E]":]'E(discriminant Validity)h Azt AAQHSE & FED 5
Z

my  Hu
—\:‘—14

)
][y
iy

<2

2

i)

t
)
N
Y
1o

2

g WEASPES WS sz
A a3 HTMTZF AHEE AL Qi

Fornell-Larcker criterione AWl AVEAEFZT AW 7+ A3

TAE Hlusty] WEEEEE HSohs el 2 A4S AVEAE

s P AT F 7P =2 dET Aokt et

Ioh . webEeh, ZF A0 AVEAl SRS @o]e FdAHs o] A

r

criterion®] §F9# 222 FTAH FAHLETS Ao R 5l gdd =
AIEoz FAHE FAHsY 44 AxE TAY FARsE FrioiAd
= = Zoltt(Hair et al., 2016).

oz WA EA(cross loading analysis)> EAZA  QQlEA]

S
(exploratory factor analysis)®] ¥ZFo g2 QEAHA ] (outer loading) -2 &
&ALt AN 2] (cross loading) & 7HA|2l HEHEEEE Bkt W

it Eehdsl glosiy ZRndel AN TARANE 2
o Gtk Z BT AESS PAR G SRS GRAYAL B B
AHSES QuE ZPR4Ee BE BARRANG Aok SrHHair et al
2016). WAFAARR]EAAHHIE Fornell-Larcker criterion& A= o0] ™o
AHESle mEElG O] ol 8L o]F 7|H2 Henseler, Ringle
and Sarstedt(2015)7} SFEA T (multitrait—multimethod @ MTMM)< &
|l Algdleld AFE SRRt Aut duhd ARl BEEEEE A
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A IA FHrlskr] Bttty Bistyh ol IAE ZESH] A
PLS-SEMO|A  Zo 7B M2 TEHEG LS Hrirjso] HEE
HTMT (heterotrait—monotrait ratio)©] ™ o]

=
_)|\1_|4
Bul
ofl
H—l
M
o
o O
v

A
Fornell-Larcker criterion®q{3} H|w s & o ¢ 43 Hr/prjEor 2

MEE 7he] ATl fgoldn B 4 9l M-HATRAS H-HAY
A wlgE ALY 5 Yot HIMTZE] ARFAE thaw} 2t

a4 A1=]7H confidence interval @ CDQ] sFgHA

W RS Y HEEdEE 24ctke HIMTz=(REAEHE A=

b oolgH)ol At Al 7HA] Z1E FollA HTMTss7b 7P Ha#Ql 7]&o]
2 oA oA, 2018).

HTMT #l&of ot wiegro] #8772 [#4-5]7 Eh

[#4-5] HTMTH|-&0] et HHEFE] +87]&

2 487123 o4 47 Bl
. . Clark and 7V
o PAA 0850 : WHEFE 9
HTMTs L e e B8 | Wason(1995), | R4<
" TS T e e T Kline(2011) 7%
HTMT o AR 0.90m] @ BHEGE 92 | Gold et al.(2001), | F7+AQ
90 o AAA 0.900)4 : TWHEIGE 2= | Teo et al.(2008) 7%
] AF T3 Hel
oo |+ 12 ZEE 9 e B i
e THEGE Shaffer(1995) A2
olg) . 12 BFEhY g AS 7%
o i

234 AAW(2018) Smart PLS3.0FXHAA R TAZw H p204



4.2.2 A2 (reliability) ¥ BFF = (validity) 24 23

[E4-6]2 AFEFel AL (reliability)?} %  EldZ(convergent
validity) & HolF=d A S=(latent variables)o] W& AT AFEE Ur
ElYlE= Cronbach’s o= B% (0.70]4o =2 vighzAsE A2 moEc)
AAAZE(CR ; composite reliability)= R5F AA Q] 0.70]4 22 Hi2]
AR g HojZo, ohgh ©d 4 359l SAT= AZ&7E 1.00004 ©
= Foll AAE7E et AR RS SHATY & 4 gloh AL
Cronbach’s a#t# FFGA=Z(CR ; composite reliability)oll ©JstH HE
AT ES =2 oY WA 434 AZ=E FHS Zog Hrigdh

2 r&“ m°“

SARdA N SAMFEY AFHITEE Folcke 7o =®
zEotd AR A ¥7HE she 9% AA A (outer loading)7h AL
AL oA HASEFG A (convergent validity) S Hi= AVE(H 24

%, average variance extracted)7b Uth. & SHLRFNA= SHHFEY <
B AHARA7E 0.400014 0.70A0]e) A= SAHS7E 2Qlo] Hth, & AVE
(PB4, average variance extracted)7t YAIX|QI 0.50]qHel IMG,
INE, PSE, SOEZ} #el=|3ltt. <7 WHW} 0.700]5t=2 HojAH ZAH
(indicaton) 5 F27A A|AsH?] RHut: I2A AR <ls)] Ao Y&

Fd(content validity)oll P2l G HEo] F470E A=A (composite
reliability) o]l x| FFS AHHE 7|2 tch(Hair et al., 2016).

O

oA

- 119 -



[E4-615gRdel A=E 9 9% s B4 AR
Construct Indicator Outer Loading Cronbach’s «a Compg;lte AVE
Reliability
FIE1 175
A=A w5 FIE2 156
(Financial FIE3 740 790 .856 543
Exchange) FIE4 686
FIES 125
INE1 637
INE2 .698
HEng INE3 719
(Information 767 .837 462
Exchange) INE4 .685
INE5 679
INE6 658
PSE1 710
PSE2 702
A B & A 8] 2~ PSE3 647
ng PSE4 675
(Product & 834 .873 463
Service PSES 718
Exchange) PSE6 .624
PSE7 117
PSE8 641
SOE1 .669
SOE2 .693
S N IEYOVER) 694
(Social 789 .850 486
Exchange) SOE4 716
SOES5 .693
SOE6 716
IMG1 134
IMG2 657
BIHE o= [ vG3 591
(Brand 156 .831 451
Image) IMG4 644
IMG5 726
IMG6 .668
TA TS
(Relationship SAT 1.000 1.000 1.000 1.000
Satisfaction)
A A 3 REP1 798
(Relationship REP2 .842 761 .863 677
Performance) REP3 828
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[E4-T154590) A== 2 35 ey B4 AR

. Outer , Composite
Construct Indicator Loading Cronbach’s @ Reliability AVE
FIE1 7190
Al wgd FIE2 771
(Fmanc1al 762 .848 .583
Exchange) FIE3 144
FIES 748
) INE3 743
H et INE4 738
(Information 715 .824 539
Exchange) INES 746
INE6 710
AE& A 2mg | PSEL 799
(Product & PSE2 .807 107 .836 .630
Service Exchange) PSE5 776
SOE1 ,134
AlslA 73] SOE2 709
Fel% et 716 824 539
(Social Exchange) SOE4 739
SOE6 153
IMG4 153
Bt olu|z]
IMG5 192 622 .798 .569
(Brand Image)
IMG6 117
AT
(Relationship SAT 1.000 1.000 1.000 1.000
Satisfaction)
A T} REP1 794
(Relationship REP2 .843 761 .863 677
Performance) REP3 831

[H4-71%= 957 AA A (outer loading)gto] 0.4914 0.74F0]o] &= =3

Hp0] A|AZF FAXFHE(CR 5 composite reliability) @} AVE(H -S4 2}
average variance extracted)o] A|X]= FFS S}IH &, AFRYo] AL
(reliability) @t H% EFFT(convergent validity)E EoF=d &AW (latent
variables)®] W& A4 AZEE YEH+E= Cronbach’s ¢+ BEfE o]n]x]
(IMG)E Al¢fstal BT 0.70)F o= vigzet AZeg fwadn, 8y B
AT o|mZE AASHIS Aol WEEEAE &= mIA7] el '
712 stepd. FAAFZ(CR ;5 composite reliability)= X1 0.70]4F
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oz ulgAg AZee poEt ow gel %
_/r:

A7t 1.0000]4 o] 7k

2 4& gk ggdoz

reliability)o]] ¢JslH =
shagh oz W

7
‘iﬂ.i AFEE SHYPHT

El?']l_‘ O ﬂllO

SARAA NE SHATES] HF HIEE FUlekes 7IElR BEE
stel AATE Add B7HE ske oF AAX|(outer loading)o] UL,
A FFoA HFEFFA (convergent validity) & H= AVE(HFE4H%

average variance extracted)7}t Utk BE RSO AVEZE dAX]Q1 0.59]
Fog yey YFEFES SHI Zow YEHT.

[#4-8]= Fornell-Lacker Criterion®] THHe(GA Hrpr|Folot, tjzbAd
o AVEAlEZY ti4A otefie] FAHs 7F AHdAIE Blusto] o]foid
oh. FHAHS 7F A Sl 7P B2 e B A2 SATCF REPZHY
o] HETH AVEAlEZFIol 2Bz SHRYC] FAH

AF 0] 1]

2 7} ey E e 51359 = AVEAEZo] thZbAd ofgf ¢
A}

=

72

>

32
)
El
oH
N
)
oo

5 7zl wEEgEs s
00001} o] @E Eal AAAS
%

[¥4-8] A RY o et 24 A (Fornell-Lacker Criterion)

FIE IMG INE PSE REP SAT SOE
FIE 164
IMG 475 155
INE 487 570 134
PSE .546 .560 514 794
REP 574 535 460 547 .823
SAT .489 532 468 499 663 | BAZHFYE
SOE .540 555 .501 570 546 544 134

*fZbde AVEAFZY

24) Hair et al.Q014)= SHHTE AAT ZAAA o gt o2 T3 R W-8EE-d(content
validity)oll S vlx=R]ol gt Aol=tal sttt okt €)% Azfx|(outer loading)s 2=
SAHFEL WA IS mA7] mRel ErIV|E oA Aol EA, 2014,
pl24)
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gy F ZAWSE
FAHOR AW A
£ w7 A

@ik A7)
2

3 24

Hrp 7o gttt Mo RE = A=Egeng
Pl SRR AR WAE 4 Uk old JES YNHoR pHey
HSSHAA E@ HeHQ whyozg v HETH(Hair, Ringle, &  Sarstedt,
2011).
4-9] SH 2P WHEGE B4 (cross loading criterion)
FIE IMG INE PSE REP SAT SOE
REP1 453 419 372 441 794 535 A14
FIE1 .790 408 395 501 A74 .384 A27
FIE2 71 334 .389 433 410 .387 .395
FIE3 144 .355 378 .338 426 .356 A1l
FIES 748 .350 325 .387 441 .367 A15
IMG4 .408 153 438 A47 404 .393 A52
IMG5 .328 192 394 428 A52 440 490
IMG6 341 17 466 .392 .348 .369 .301
INE3 .361 .388 743 364 .345 341 .360
INE4 335 433 738 .389 .370 .349 324
INES 347 A54 746 .346 327 314 .353
INEG6 .389 .398 710 A1l .307 .370 437
PSE1 .385 467 Al11 799 449 403 462
PSE2 419 A22 404 .807 404 379 A27
PSE5 496 443 409 176 A47 405 A67
REP2 AT1 .449 .384 468 .843 562 463
REP3 493 451 .379 441 .831 .540 470
SAT 489 532 468 .499 .663 1.000 544
SOE1 .358 453 362 385 430 413 734
SOE2 .363 .365 373 A27 .353 .363 709
SOE4 .380 .380 333 405 352 .363 .739
SOE6 476 421 .399 458 453 A47 7153
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[24-10]2 WEHFEE B7ish] 9 7|€e2 HIMTEHS St &4
Avtoltt, HIMTRSS 5 90u[wo]Ba HTMT ool 4 BE FAjws: 7t
of WEEYES sug oz VG & 9t
[#4-10] 5459 THEIGA +4 AHHTMTEH)
FIE IMG INE PSE REP SAT SOE
FIE
IMG .690
INE .660 .859
PSE 740 .843 723
REP 753 773 .622 744
SAT 561 .673 553 593 .760
SOE 127 .817 .699 .800 732 .638
[#4-11] 5429 HHEHFGA 4 AHHTMTFE FH)
Original Sample (O) | Sample Mean (M) Bias 2.50% 97.50%
IMG -) FIE .690 691 .001 556 192
INE - FIE .660 .661 .001 545 756
INE -> IMG .859 .859 .000 765 942
PSE - FIE 740 742 .002 .627 .828
PSE -> IMG .843 .844 .001 7149 935
PSE -> INE 723 122 .000 .618 811
REP -)» FIE 753 753 .000 .670 .825
REP -) IMG 173 74 .001 .669 .869
REP - INE .622 .622 .000 518 7112
REP —» PSE 144 745 .001 .648 .825
SAT -) FIE 561 .560 -.001 482 .632
SAT =) IMG .673 .674 .001 578 756
SAT -) INE 553 553 .000 474 .623
SAT -) PSE .593 .593 .000 505 .674
SAT -> REP 760 761 .000 708 .810
SOE -> FIE 127 127 .001 .636 .808
SOE -> IMG 817 .818 .002 718 .908
SOE -> INE .699 .700 .001 .600 .789
SOE -» PSE .800 .800 .001 705 .882
SOE -> REP 132 732 .000 .645 .810
SOE -> SAT .638 .637 .000 555 714
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4-1112 FHEAEHY AFH3L  o]gH9l
f5to] et EAS BASH HhHolt, sHeEA(2.5%)9F A
| Je ZH9E glong mMEHEYLLE= SHE

102 Wkg 4 9o

B Bg Z4nde] Bt Ane HY RE WIS X5

ong zgmdol AY SANset FAWSE A YRS s
oict ekt

k=N

-

E
=3

A7} Fornell-Larcker criterione A-FAFE0] Wo| ARE3]

25) w2k AR A (cross loading) A%t
e o] Hrypiolot, 2y o|E 7|¥-2 Henseler, Ringle and Sarstedt(2015)7} tk
W (multitrait-multimethod @ HIMM)-& &5l AlgdloldS 8% Ayt dubd A4
oA MHEePGEE A=A HrkelA] ot Bavt Qlof, o]gst sHAIE SEst7] S84l
PLS-SEMolA| Zzo] e A28 Shieles ol B7}7120] vk HTMTol of: wikeked
T EAMoly Fornell-Larcker criterion®f3 H|wal & o o 9435t HrpyjEog d#A Sl

?__ =2 "1

tHAIAH, 2018)
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4.3 FZR9(structural mode))Q H7} : 71AAA

43.1 FxRAo] At Friet +871%

of digt di5=, d¥d 2 WadAHEssel st Ao A
A FFe (relative effec)t 54 A (predictive relevance)= H7Ioh=
Ao, FxRdo] Aekel Kz SRIHW Hlzs MHAES Y &
e}

Al Hor(A1Ad 2018).

CB-SEM2 F24l R3] A e}, & Z =Ry 3 2253
AP FET drrde] £ Fo 7ot RS RAIEE o] Aolg A
3t 2| shof A FrELS A} A7l AL HHoR Ik mEbd F
PO Apolgke] 00] =W F PL2 T2 Holn] By HolHe & A
Aoty 2 4 9tk CB-SEM2 2d HZ(model fi)e B7Fsh7] $I3t ot

og
ok

AGEL Adstel Agotn qdek. GEAL AFE A5 x(chi

squres), GFI, AGFI, RMR, NFI, RMSEAS©] Qlct. 131} PLS-SEMo]A]

L old@ A%E A55L A8 4 gl kst CB-SEMT} PLS-SEM
& Az o2 544 58S AL 9] BEelt 5 CB-SEM-E T4
=
=

7ro] zpol2 A4t Aol Emolx|W PLS-SEML QA A H 20| <
SiA WAL A E4he Hdiglols AE ZEE S whEpA
PLS-SEMS] ftxdl frlo|A] AMESh= AL Z|4(goodness—of—fit) th4l

=
ko
M,
10
£
B\
2
iy
=l
ox,
filo
o
o|N
ol
ol
rlr
fin)
P
o
Mo
4
=
30
rlr
e
i
10
El.,
N
N
N
(N
filo

g sjof st} PLS-SEMe]| 9ot Lz mdo] Wyl Zzrndol o xzH
F(EZL2 dEHS, SHHS) 7 YARAESE do

fg -

AN oY= ofof teh(41ZAH, 2018).

_H
i
i)
£
B\
_O'L
rr

N
N
19,

B,

X,
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[H4-12] FxLdO] 7ot +871F

@A | #TPE ofm] 871
ANV EGEL AZ5E, Zau45)79)
S 2l HRVIFSS: @A 2 053940l §g
1| 95344 | =5 R
54 WHVIF>5: o544 E4
A FAZVIF) Aol A el
QAR A H 4]
ol d ==
WA A =0 QA HEL] WA A HRh
, | 29A% | BameR, o) gol | R? 025 ok 4w
(R) | £245 Sy | R? 0.50: 1 Yol 43
SER R? 0.75: WARAAS] et 2 A
Al
Aelo] Lrhe Bt
WA A o] Thgh
BIAR ol Ege] WA RS e
; a7l A(E—fcﬂz_)'q cﬁogéﬂ.(relamve 2 0.02: 2o amnar]
etrect), = . =
(f2) QS 0] fz 0.15: Fray3 7]
YA 2 A H 4= 2] f7 035 & 5337
R*%gell 71ojete A=
=2 | FxEE9 TFxEdo] £4 WA tis]
4 A | AIS5= (predictive Q*>0: A=4 AYYS 7T U
Q) power)# & Q*<0: &7 HFPAo] B=
fo4e selsteld FEAEARS A
o} 3t}
AEASY | F2EE H2A S A ST (OFZ
Aot | AgARCIaag) | B 105 eleE 10%(a=0.1)
el SEemEeiEEe t#r 1.96: -4 5%(a=0.05)
tak 2.570 §9¢E 1%(a=0.01)

7. A74E(2018) SmartPLS3. 07X AA R EAET A, p248

[34-12]+= PLS-SEMof|A AFa}5o] F2 O] Hrto] AR 4 9l
FRB7PEET 8712 AR Aolnt. FxRUS] Frhs oA dA=
/4= o] Aok

ANGA= AT 534482 B71ske BA It ol ST 371
Z1Eog2Ee yRrA(FZxrd)o] WEVIFE(nner VIF values)& AR&Sich
(Hair et al., 2017a). th55A/d o] B2 FxHEAS 7 RioA FHAHC

= FAHSE gsfjoF teh(A1Ad, 2018).

rr

2k 7]0] 0.20 osHVIF 5.0001%) 1] arefsfof qtrt. whef Fxhu VIE7|
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ol oo FAdol yetdtd, 44 A9 side s 529 AA, &
d Fx=29] 58 52 high—order—constructs®] A& r=idfofF gy,

A2 A= Ao AR it 488 Frtste @A
olt}t, o]& ot Hrir|ForE AAA S (coefficient of determination) R*
AHgStt PLS-SEM H2RdoA WAZAHS4ES] RS Fdistets A
o] Hzol K= WA o tisjA . ditor AR
A molEATTA(y)e] AF(yHe AAAFE ot ole 5%
e 9 oA 2FREe FollA AFE 4 Qe 24
FHhAlL PLS-SEMO] fzmdoA R2E WA HS0
=9 Z2¢d dd= HEdH WA o] Q25 e BE
Hapsol oA dise WAFAHS] 24 vles et 24
o o=

mdo] o= (predictive power) = AW HE ou|st= A

o

5

S

J

d

d

(R
>
N

~,

lo

(e}

L

10

N

filo

N

N

=)

o

2y

o

i)

N

ﬁ‘

(0]

_I>, A& l‘

Jhu

2

A

ox

ot

" I

H

I‘E ol O>:E', I

T ST

Hj AL é, 02::‘4 :>é mlo
oopg o g
Kol &R R o

2
iz}
)
e
SURp W
N,
N

AASH = ofdr. d¥td o= Apg]apehiofo]
PLS-SEMATolA = WERARSE] et R 0.2501H gt Fh(weak
value), 0.500|H F7Hgt(moderate value) 1211 0.750]" & Zt(substantial
value)S YeEPATHHair et al., 2011; Henseler et al., 2009).

FRE 7o Rdg AEste A2 S22 fo] ofYth
oA WAFAHSE AEsty] el F7H o= ®F2%) AT

27 AFANSE SeE A

W
N
N
3l
rlr
S,
rlo
o
oz
A
o

o e
rO
<o

= FofloF gtrt. olZet B
52 7HgsttH(parsimonious) X ¥etch(Hair Jr, J. F., Hult, G. T. M.,
Ringle, C., & Sarstedt, M., 2016). TF=3]AEAoA £AHE R?*(adjusted
R*R2)E B BdodAo oF5 sy §g 7leez AHgd 4 ol
o] 7|2 B0 Ar|et Wl QAHAHSEY] ol oo 2AFH. R,
= Ui} Zo] gutdoz AojHrt
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R =1—(1—-R>x

adj

o7l A ng& BES] A7, :LE]J——’ ke WAFARSE 9
|5 A ARG polrt. B2, = AWste A

71l o8l R7F At ZolH, E]'E]r/ﬁ 5] AiE BAF RS S7HA7]7]
sl vl qBHAHES Fotole A2 AAX R A2ttt (Hair
Jr, J. F., Hult, G. T. M., Ringle, C., & Sarstedt, M., 2016).

AB3GA= WA RS ot AZAHFo] A dde = %
sl WAZAHSES] R¥] 7]oete s Hriete @At ol&
St WrplEoEs avA7|(f)E ARSI

€ WARAHSE A Q] RPALte] Hate] meoA 54 < gAw4
7t AAERS W] R AAR FAEsrE WS AhH o

Y=A Grrshz] Qo AREE ¢ Atk o] AR fRBAT(f effect
size)gt =7t o] AvtA7]= w20 Ao oo AL

=i/

2
o (Riwasiggansze ~ Rigusagansan)

1_R1Eﬂ‘§]9]xgxl-,<ﬁ sy

il il

o]
< 0 52 AAENE o, WA FAHE] R*%GLelnh 2 R F ¥
BrRdA] 42 Fof AMdEA A HAol= i o8 A
e FAR e AE)olH, T Rige oA AARST AA" =4
(RPxeudea®] AFE)OITE 25 BRIsh7] 19t 71%2 0.02, 0.15, 223 0.359]
W, digoh= oA FAWeo 22, Xt 18a 2 aE yehdrk(Hair
Jr, J. F., Hult, G. T. M., Ringle, C., & Sarstedt, M., 2016).

AddtAl=  FxRde]l =4 WAFAHSo] sl o5# A4
(predictive relevance)= 72l U=2]9] o] RE Frists @Ao|t o]F 9

)

7] Oﬂ }\1 Rzincludedg} Rzexcluded_::‘ ﬁEH % E‘:q}\(])4 ;l(:l]-ZH l:ﬂ /K7]— EE“ Oﬂ 3—[,;-6\;! l:"] 9»1\—]
PLS
]_

& W EoRE 53 ARYQIS A
FEEE  grld  d2d A ¢ Hxz R @



Stone-Geisser®] Q*(Q* value)& &18h "art ok o] P2 wAF
D(omission distance)e]l 2Jgt ERIEEY AHAE ol €&
1998 ; Henseler et al., 2009 ; Tenenhaus et al., 2005). o] Azt= A
Ao Gy Lo WA S diEiAT H8Hch Q2
TxEdo] E4 WAl e A o 5A S A=
Z19] ojFoh Tt £ gl Priy|FEo|rh. Qo] 0Ktk I AR STL
WA AR dis Aol FEFstral webstH  Ht(Stone, 1974
Geisser, 1974 ; Fornell and Cha, 1994). Q*= T 7} th2 HI& A&
sto] Al4tE 4 o} cross—validated redundancy+ FXEET} SR d 9]
AERd Ao ot} wahA] cross—validated redundancyel 2JgF o|&2
PLS-SEMAZe] AZstA Aol oE  figte= cross—validated
communalitydo] Ut} o] ¥HE HR2E data pointE A5sH7] 9o =
A U FAETE Sl =45 AAHS9 NS ARS-RTh

ASSA= FEAEHHO AHAYS Faofl 4=t tdh& ol 8o B=AT9
ol A Hrlske @At olE Foll JMHAE AdE & A
o}, PLS-SEM2 =7 PLS-SEM Algorithm¥ FEAEH O] AYS FojA
BAEASY FodAA "ast AHE deth WA, 2= PLS-SEM

2 5ol AEATS FH ] (estimates of path coefficients)
£ g 5 %E’r. AEASE BESE IAATE —101]*1 +14 = 7}1
+

to N
Q
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432 A7 rnyol Ajstd AA

4321 1288 ®Wst A7t

2 dE AS/ARL wg, QA weh JRueh ARl weks 4
AR 2 Sh= B2BAH|AFH 0] HElE ofn]x], WA, AT vl=
FF= A5k

[2d4-1]2 dFEF g 22 24 234E detdied, d=

=
Ajtell s22t= 257151 (outer weight), 21527 2](outer loading) ¥ =
Ale=(path  coefficients)oltt. °ol5 R&F+= HE9HH 9|77 4 (standardized
regression coefficients)o]™ o= ©E FUAZ] BFIHE Frolr] wEol
Mz v|@rb 7Pssk o] gro] © AW dakelo] © Aty E 2 Qth(AlA
4, 2018). BEFESHE AASE 18 |9A] got gEaAgoly A gTe
gle Aoz woEl)

F

AddPurchass:

[1H4-1] AF+2PF 9] PLS-AlgorithmAsY A}
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ttE 3 XA (VIF ; Variance Inflation Factor) B7}2%

BAESS o] tF BAAL [E4-139 2ok 2 PARAASEE
7

FAHTE 7H] 534S FHrsk7] oA W VIFZ (inner VIF value)
2 AHE Ay nF soyror IAHSsE e gaaAdAdo] gle Al
2 YEyTt

[#4-13] AARPES 2] 55414 F7PAHVIE) 8oF

FIE IMG INE PSE REP SAT SOE

FIE 1.675 1.728 1.686

IMG 1.946 1.870

INE 1.557 1.737 1.720

PSE 1.788 1.912 1.889

REP

SAT 1.712

SOE 1.751 1.939 1.851

ARALR? Frrda
ARA T A= [#4-14]9F 2o YARAHS REP(550)9] gt
FAE R 500402 F7F gk olAtol AWEs HoFu  Qth

IMG(.460), SAT(.409)= .50°0]ot=2 F7F k olste] AW=-& Ho|3al Qi

[m4-14] ARAGR) ] B71AT Qo

A A R? 4% R?
IMG 465 .460
REP .556 .550
SAT 416 .409

&350 71 A

A7) Brt Av= [F4-1519F 2o 222 B SATZE WAZA)
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4 REPO] R’ 7]olste £ 2012 o Z7F Fmo] slelmolx|u &
Armyel AmdMr s 2 sz sigth Teom INE(105),
FIEC062)% oFst 7]el2 st Aom vrehgrh whae] INE(000) REP]
R%] 719] 7142 517 ek A= WrhE et

[E4-15] a9t37)(f)2] Hr1Aa7 ok

T FIE IMG INE PSE REP SAT SOE
FIE .007 .062 .024

IMG .012 .041

INE 105 .000 .010

PSE .057 .018 .012

REP

SAT .201

SOE .057 .008 .048

dz7 AFAQ)el B A

=7 AFAQHO) Bt Aute [Ha-16]7 2ok RE YALAHESE
(IMG, SAT, REP)2] Q%] 0Ht} 2Bz 1znde oz 234

2
T gt AoE PP 4 Ak 3 oled AU WARAWSES] hE 7

A
Z2rdo] oS24 HdS AATHIL THEE 5 Q.

[4-16] 154 HFHQ) BrAE ao

A =4 A4AQ)
IMG 250
REP 354
SAT .398
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4322 97 7H38A - AEASY oA 2

BEASTY] foldnt A4 BoF dibe [#4-17]19F [1d4-2]9 2k
7HadAAe] a9t BE W-8(tgh, p-value, A1=F7HS EZ3tsial ok, 74
A7 At oshH A& U MH|A W (Product/Service Exchange)2 H#
T o|n]x](Brand Image), AT (Relationship Satisfaction) 12|31 HAA
7H(Relationship Performance), 250l f2jujgt A (+)2] IS njxom, At
314 weHSocial Exchange)= ERE o|m|x|e} BAMS = Fofulgt H(+)

=

o] Fdd= Fou, BATlE oW Fofulet dFe FA Ao AL
2 UEH @Eﬂ_ﬂ-(mformation exchange) = E%E olu| | e} AR
£ folnlg Je Fou, WAL foluT dE F4 Fohe 2
o2 yetgtt AFw3H(Financial Exchange)= #AWET dA A= F
ot e F= Aoz yedoy, BE oo foust dde
z7 Bsle Aow eyttt HAT olnzl pAMED AT &9
Ogh ge FoUn, PAWE T PANTI] foluld Ao Qe Fi
Aoz SRRt MIHI-4, FHIH3-2, HAH-DE 717 H3e
H, 4z JHEL AE9EdeS & 4 Atk BEHE omAole HEuY

o] 74 2 folgt Qe mHon, WARSL ASlA wao] g 2§
2

2]
V= A BAETE AR wge] Mg 2 et 9%
A

lo
rok

FeS gIg £ Uit ot wifEEo] £4H R(adjusted R RZ,)E
B oju2](IMG)7F A e 46%, TAWZGSAT)ZF AE 409%°0=2
Ehon, HEwgol IAAIE 55%° Ag=Eior Uehgid ok

Chin(1998)°] AAgt 71&2000] H]Fo] & wf HE S$Zo] AyzS FHI
w2 & 4 St

38l

26) Chin(1998)2 A& =28 67%, 33%, 19%= 22t 52 45 BREFFE ot 3202 A4
skck. &4 Chin, W. W. (1998). The partial least squares approach to structural equation
modeling. Modern methods for business research, 295(2), 295-336.
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[34-17) BEASS R4 A B7h A3 2ok H9EA

71 =2 BEA S gk P Value 9,2{%_—?% A}
Hi-1| PSE | —| IMG 233 4.983 | .000* ** [0.14, 0.325] e
Hi-2 | SOE | —| IMG 231 4.944 | .000*** [0.139, 0.324] 2=
Hi-3 | INE | —| IMG 296 6.928 | .000* ** [0.212, 0.379] 2=
Hi-4 | FIE |—| IMG .079 1.498 | .134 [-0.028, 0.1771 | 71Z
H2-1| PSE | —| SAT 116 2.423 | .015* [0.024, 0.211] 2=
H2-2 | SOE | —| SAT 227 4.303 | .000*** [0.124, 0.333] e
H2-3 | INE | —| SAT .098 2.282 | .023* [0.012, 0.184] e
H2-4 | FIE | —| SAT .155 3.323 | .001%** [0.06, 0.248] ZHeR
H3-1| PSE | —| REP 124 2.682 | .007** [0.037, 0.219] AR
H3-2 | SOE | —| REP .085 1.906 | .057 [-0.003, 0.1711 | 712z
H3-3 | INE | —| REP .006 .128 | .898 [-0.081, 0.093] | 71z
H3-4 | FIE | —| REP 217 4.888 | .000* ** [0.131, 0.304] 2=
H4 | IMG | —| SAT 212 3.974 | .000* ** [0.104, 0.314] 2=
H5 | IMG | —| REP .103 2.346 | .019* [0.014, 0.186] A=
H6 | SAT | —| REP 391 9.467 | .000* ** [0.309, 0.471] R

* p<05, ** pd01, *** p<.001

IMP interaction model

(B2B Service Quality)

RZ, 4= 460

Brand Image
BFAL o]u]A]

Social Exchange -
423 22 -
Information Escchange 4
BERE

Relationship Performance
o473z
.R'\;::-: B 550

P

Relationship Satisfaction
TARE

RZ,4= 490

----------- 7 *ip< 05, **pp < .01, ***1p < 001

[1-4-2] +2E9 2425

- 135 -



4323 A5 7HEAA - wiaY 440
[E4-18]+= EATPH AT (specific indirect effect)o]] et 42 S35 off

h=]
ot EY7PEETtolA FIE — IMG — SAT®} FIE —

oSt RE ARM RO IS nAE AL}
%

[34-18] SAHaTEA o] ot vizfaxHs A3

S|
714 AR ARAS (243 p-value 95%_—?%3 At
H7-1 | PSE | — | IMG | — | SAT 049 | 3.033 | .002 | ** [0.020, 0.084] | A=
H7-2 | SOE | — | IMG | — | SAT 049 | 3.183 | .001 | ** [0.021, 0.081] | A=A
H7-3 | INE | — | IMG | — | SAT 063 | 3.389 | .001 | ** [0.028, 0.101] | =
H7-4 | FIE | — | IMG | — | SAT 017 | 1.326 | .185 [-0.006, 0.043] | 71zt
H8-1 | PSE | — | IMG | — | REP 024 | 2085 | .037|* [0.004, 0.049] | =i
H8-2 | SOE | — | IMG | — | REP 024 | 2130 | .033 | * [0.004, 0.047] | A=
H8-3 | INE | — | IMG | — | REP 030 | 2205 | .028 | * [0.005, 0.059] | A=
H8-4 | FIE | — | IMG | — | REP 008 | 1.131 | .258 [-0.003, 0.024] | 71z
H9-1 | PSE | — | SAT | — | REP 045 | 2358 | 018 | * [0.009, 0.086] | A=
H9-2 | SOE | — | SAT | — | REP 089 | 4.021 | .000 | *** | [0.047, 0.133] | A=
H9-3 | INE | — | SAT | — | REP 038 | 2193 | .028 | * [0.006, 0.074] | A=
H9-4 | FIE | — | SAT | — | REP 061 | 3.039 | .002 | ** [0.023, 0.102] | A

* pd.05, ¥* plOL, ***; pd.001

AEL SRSt GaAANs s ohess B S
Mol FEME Abo]o] FAIE H|wslte] It Helm, Eggert, &
Gamefeld, 2010). e} o Hre BAlo] dat 4ol FEslojof sk,
HE A poxppolAd SFHA GethE6], A422E 24+ 7 AF

4 w2 A2 E7E ofYoh). E7F Sobel teste FATE 74]’35}71 flsl 2=

et al, 2014).
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Ot S bootstrap@ =7t d=dl, ol&=
o 8y o o] Aok 7hsolth(Preacher and Hayes, 2008).
bootstrapping H4E9] X 52 FAZFS FEEZo| Wi 7HYo]
Al gfom, 22 ®HEO] FU|ok AET 4 Qlrh wEtA 2 AolA = o]
P A goty] flote] (2”431 22 AAE w2tk (Hair et al., 2014).

Slgm.flcant

Is P; Is Pz
Significant Significant
Yes : 9 vi No
Is
Pr. Py Py
ositive
Yes P No
Y A 4
Complementary Competitive Indirect—only Direct—only No effect
(partial mediation) (partial mediation) (full mediation) (no mediation) (no mediation)

[(194-3] Mediation Analysis Procedure2?)

AR pre GRS} SRSz g aTteln, AR p WA
b ARG BHETIt. AR pr SRARTOIA A
WSZEe] A ol

t}. Hair et al.(2016)°] Aw3st [184-3] Mediation
analysis procedureo| A= AA, wi7fHeto] TR @t = (py, pz)g o174

o shlgit. ek 2RI GolsiA gty mAEIsL Qe Aol A
2dog uEss FERYe] Wity PAS wsfeA g Aot £

ol
2L

A7ol4 AFATHp)7t FlGignificandshe AzolA SIS
WERAESRS BAE BAHOR Aets geFE MANS Uty 3

2 yg 4 ook vk APAN §95k2] oW (non significant) WiZHE
b Qioky A2y S Qi

27) €A Hair Jr, J. F, Hult, G. T. M., Ringle, C., & Sarstedt, M. (2016). A primer on
partial least squares structural equation modeling (PLS-SEM). Sage Publications. p.233
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sl REAIL Sl oee Agaztel go4de gt 4
Rans) fola grd Mol olgde F2E Avtdos AAss ¢

w7} (full mediation)2}al et

O

gavet AHanyt B FostH FavHpiprpa)dl Folide gelet
oz ASHEAA  ujsf(complementary mediation)2t ZHAZH<Q  wiry
Vet

(competitive mediation) & &2 $= ot ASHAAQ] wi7f= 7HH A
= 27 =Hol FRI7L F(positive) = U=
Zolal ZAAQ wiZle 591 A-Folt
olFel wiZlaxt 24 el oJsiM 2 A4 M-S AAsH] S8k of
o] [#4-19] A5l

¥t B 5 e =Sk

[34-19] Significance Analysis of the Direct and Indirect Effect

g2 gl | NN | wae| oo T REAE | vae| o0
PSE |— | IMG | .233| [0.141, 0.325] | 4.985| YES
SOE |— | IMG | .231| [0.14, 0.327] 4.868| YES
INE |— | IMG | .296| [0.21, 0.38] 6.883| YES
FIE |— | IMG | .079|[-0.023, 0.179]| 1.529| No
PSE |— | SAT | .116| [0.022, 0.211] | 2.431| YES .049| [0.021,0.085] 3.062| YES
SOE |— | SAT | .227| [0.123, 0.334] | 4.255| YES .049| [0.022,0.082] 3.141| YES
INE |— | SAT | .098| [0.017, 0.183] | 2.297| YES .063| [0.028,0.102] 3.365| YES
FIE |— | SAT | .155| [0.065, 0.25] 3.330| YES .017]| [-0.005,0.044] | 1.385| No
PSE |— | REP | .124| [0.035, 0.214] | 2.722| YES .089 | [0.047,0.135] 3.921| YES
SOE |— | REP | .085|[-0.003, 0.174] | 1.927| No .132] [0.082,0.185] 5.083| YES
INE |— | REP | .006|[-0.082, 0.096]| 0.128| No .093| [0.052,0.138] | 4.297| YES
FIE |— | REP | .217| [0.13, 0.303] 4919| YES .075| [0.034,0.121] 3.398| YES
IMG |— | SAT | .212| [0.104, 0.312] | 4.011| YES
IMG |— | REP | .103| [0.019, 0.187] | 2.403| YES .083 | [0.04,0.126] 3.835| YES
SAT |— | REP | .391| [0.308, 0.469] | 9.502| YES

71479 B2BAH|AZ AT} TAITS THo]] BIE o|u|z]o] wjRIE
Aokt AE/AEA Wl AeRlY wek, AR wehe g utel A8l
AE7F BE fostal TR ESF G+ Weko]
ZHolct, AFH weS AT Folshr

7

oF
o}
HHAE olmz|e] miZlart fle Aoz SIE



A3 A et 174101]*1 E%E olu|z] 9] ujj7j
el Amrh 5
feFolelA *Jii%@ﬂ Fauieltt. Abs]
o5 : = frolstAl oA
7} folstA] ot BASTS] A
2 FI= A
71a99] B2BAH| X‘J} 4741**49} AN A= v EE
e AEWS A
Eﬂr-‘l} ZTMUH 27t oot FEMTE G

&
ToFolojA ASHAQl REUI/NE 0101_93\1:]_

71489 B2B/‘1 Hl 2

fol
H
\m
o,
Zi
E
_\1
>
o n{m
= |
[>
El
ridt
rlo
)
i)
kol
i)
jg
EN
bol'

Y
o
olt
el
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oe]
o
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[>
i
)
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i
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4.3.24 A4 7HAdA oA 24

2 Aol E IMPEEAE ool A% B2BAH|AZA L] Apdo] HH
T oln|z|et BARES, WAL TA O Slo] TAEA|eF vtHHAE 7|&
AFdol wet 2t BEASTY FoJRt Aolrt EAShH=AE A
e B4 (Multi Group Analysis) 242 sH3ITH.

5 A o] zpo] B2 Keil et al.(2000)0] A|Qtet 7+ A=2H H2A S
(path coefficients)®} BEFQRAE o]gsto] F HEIIO =HiEE FAlo|
HAA(two independent sample t-test)©2 FE&AHS HASI=
(parametric approach)”?]¥& Al-goto] BEAottt

ottH| E =] (parametric approach)7|¥-& Argsto] = ok 7RO zpo] B
g QoiAe, AA, JAe 13 I 29 FZHE(number of observations)
AT 4= Qlojof gt} =4, Hud A 13 Yo 29] HA=AS= viE

& £l

Al FAEofop girh. AlA, Hd 13 A 29| parameterFH o] EE QA=
T A
o]

2ot 7 Aol WS Wk, A=AS, BEATL FA Lo A4to] 7}
Fot7] wiel dHely e AFERZE 7HYst= PLS-SEMoA= REAEH P
= o B4l e I+ fojAor thEAE EQldop qth. FlS fIof
Levene’s test& AHE-SITh Levene's testg afsto] BALS] FAA o] ofHo
S A gttt (Hair et al., 2014).
wAto] 2 AR SARE that Zol Al4tEh

k)

o)

AL

it

N ol-;]
1

lo

i
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of A% X REE AT, thge] Aol ofa AULEE AGES o
Ect(Hair et al., 2014).

e
re
-
=2

>

BA 7FA] (relationship value)o] FHEL zjolof w2 B2BA|
olmz], ¥AMZ 2l BATE] BA] Ao A=
UEAE AHE7] 5te] PLS-SEM2 S35ttt BA
78 HAE HE(Likert scale)2 FHHEQon, 127
7|Fo2 54 olstz SHI PAEE 1883 64 oo Y
26302 & At 7ho] 2ol Keil et al.(2000)°] At =}
parametric approach)”|H-& o]-&ste] EA35I3ct
EMAAE a4 BE F7]9) tidiA+E Hair et al.(2014)7} At
12 ZHgstgrh 10814 WAL FHLER Fote AR A
5 71EoR AT dhe sakEo] 108 FE
30

Aog = Zo|th(Hair et al., 2014). 2 dFAE

)
[
i
i)
:‘—l‘
|
q% i

1o
Jo
1o
ol
2
N

ETIA

o

o I

N

LI
B!
Mo
o
=
>,

3_[5
L
o
B
re

ot

¢

i)
A
|m
J

PLS-

Ul

e

o
=)
4>
10
rE
e

B

oli
2L

)
)
o
58
rlo
o, m]o
=
rE
EN -l>
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A A T (relationship performance)7}

Z|E02 60709 BmE FU|E

=

=

gle] ol

ol
TR
ol

il

el

Nd

]
H

4
T

il

4-20] BAZHA] A1

i1
oL

[

454
242
443
262
184
478
.549
.872
.342
.677
963
.358
471
163
120

N.S.
N.S.
N.S.
N.S.
N.S.
1.398 | N.S.

749 | N.S.
1.1711
768 | N.S.
1.124 | N.S.
274 | N.S.
709 | N.S.
.599
.161
951
416 | N.S.
.046 | N.S.
920 | N.S.
121
1.558 | N.S.

.068
120
.070
119
.031
.083
.062
.017
.094
.041
.005
.087
.082
134
141

.000%**
.052
.000%**
114
153
.006**
332
342
.037*
.064
.949
.001**
238
.025*
.000%**

191
.269
274
-.012
.099
.164
.140
.099
175
.091
-.001
172
.190
.035
.381

: p<.001

.000%**

p<.01’ * % %

: Not Significant

.001**
.000%**
.000%**
.869
159
.028*
.038*
.180
.005%*
.181
992
.002**
.007**
5717

193
264
272
-.012
.099
.166
139
.094
173
.089
.001
.169
.190
.034
.384

IMG
IMG
IMG
IMG
SAT
SAT
SAT
SAT
REP
REP
REP
REP
SAT
REP
REP
.05, ** @

—

PSE
SOE
INE
FIE
PSE
SOE
INE
FIE
PSE
SOE
INE
FIE
IMG
IMG
SAT

N.S.

ot ot 24 (Multi Group Analysis)E

/MH A @F BAE ol

N

mj

T
xr

51

=

A= ool

T

o, AlE

Nr
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IMP interaction model

ey RZy= 319

Brand Image

Product & Service Quality
BEAC o]n[Z]

AE/E A 1 F .193(3.231%%)

Social Exchange K
AR 283 NFeee-aia Yoo

_____ Relationship Performance
A4z

- = = = = e = = e e e —

RZ4=.399
o
s
2
of
‘}b'
& Relationship Value
- _GAAD
Relationship Satisfaction :r High ‘:
FATE '| Satisfaction |!
- HoamEan |
RZ=.249 9 ==
*ip= 05 **:p < 01, ***p < 001 A e

[194-4] PAVH) wE Ago] 7xuy 24 A

IMP interaction model
o= === R74= 439

Brand Image
EFAC o]u]A]

Product & Service Quality
AE HEE 2T

Relationship Performance
&A-3z




mj

(2) vt g M| aFZde] ut

o WEE Aolo] e

A

Ix
=y

_?é

HiE AE ZleAH L A

oA 57 YAE HE(Likert scale)® =

ns0

al]
ala|

3719

T

N

Ao] A Ao

7|02 3.8954 9]

Aol Bt 3.8958

ZF
™

gElon,

#3.895 ooz §H

b

TR 23193}

12t E 2 (parametric

5

ARt

Keil et al.(2000)9°]

=
1—

Aol

9

t
approach)7| & ©]-&

4

sho] A sheet.

PLS-SEMO A= A& BE F7]o

e}

ot

Hair et al.(2014)7} A

A=

5

IS

;o] 108l
doltH(Hair et al., 2014). 2 AFo|AE

SLA}
=

Eoer ARSI He

PA A THrelationship performance)7}

4 671 shd

i

oz 60712 EE T7)

of ol% 7%

o]
AR

/]
H

=y

SLIES

2
=

A= BlHE AE 7]

AIAE A2 §ol

=

H
o)
4

o
r
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1= 30t

.

f_L‘].o

2old BE §ol4o]

ﬁo

=
o
E!

12}

ol o]

o

o)
or

29 94l

=
1jo

B

o)
Tor

A0l ool

m
ST
Mmﬁ&%
iy
N

g

wd‘_waJNJ
PEer

4-211, [184-6], [TL-4-7]0] HIHHA HF AfH]
4-21181cd Ad A

i
s

[

i
ar

[

value
.032
445
164
155
270
221
.983
479
.058
.200
461
173
762
.633
.503

*

N.S.
N.S.

0.063 | 0.709 | N.S.

0.171

1.394 | N.S.
1.424 | N.S.
1.104 | N.S.
1.225 | N.S.
1.902 | N.S.
1.283 | N.S.
1.364 | N.S.

0.074 | 0.765 | N.S.

0.116
0.068 | 0.738 | N.S.

0.118
0.033 | 0.303 | N.S.
0.043 | 0.477 | N.S.

0.137
0.106
0.119
0.002 | 0.021
0.056 | 0.671

0.195 | 2.156
0.116

.000%* **
.004**
.000%**
.081
311
.000%***
.306
.187
.009%**
514
.000* **
.008**
.028*
.000%**

.303
.200
.235
.105
.070
236
.060
.085
.044 | 466
146
.038
255
202
.130
.352
- 146 -

: p<.001

.102
.000%**
.000%**
.672
.009**
.099
327
.018*
.001**
.678
.679
.025%
.002**
211
.000%**
p<.01, ***

.108
273
.352
-.032
176
117
.062
.148
214
.030
-.030
137
.235
.087
.408

IMG
IMG
IMG
IMG
SAT
SAT
SAT
SAT
REP
REP
REP
REP
SAT
REP
REP
.05, **

—
—
—

. Not Significant

PSE
SOE
INE
FIE
PSE
SOE
INE
FIE
PSE
SOE
INE
FIE
IMG
IMG
SAT
* 0 p<
N.S.




IMP interaction model
_________ RZ4=.315

Brand Image
EFC olF|A]

Product & Service Quality
AZ/ME = 2E

LZOE)SET

----- Relationship Performance
. A4z

$
«" MNon-face to face
§? Technical service
(IR E A 7leHdEL)

- e = = = = = = = = = = = = = = = = = —

Financial Exchange 148(2.368° ~ %" Relationship Satisfaction : High '

293 22 RS0 2e= | soocien |

- . R=.266 '_'L ——
"""""" *p< 05, *Fip < 01, ***p < 001 R

[24-6] vl D AuAEY DS Yoo xR 2AEn

IMP interaction model
_________ ~ RZ,4= 352
Brand Image

Product & Service Quality see

AZ/MH2 22 T 303(4.893% %) HEE olmiA]
i's S
[N Tl We®) o )
I . rLQQ * ‘. R kG
P N - a i)
I s e 8

Social Exchange Tl

REEEE) -J

Non-face to face
Technical service

3 S G AE A1EAEL)

e e = = = = = = —

: \ R | Low !

ancial Exchange Yy Relationship Satisfacti i . - |

o ;q{_-flx =% : 3&5@% o 1| Satisfaction ||
I EEEE

R7= 213 S — ’

___________ *ip= 05, **p = 01, *F*ip < 001

[274-7) G D AuAEY RS Yoo T2RY 2AEn

- 147 -



433 tjtnago) g4

2 Aystgon, 718 A7RgY £4L Fotol Htuge AAstng
Atk & W59 37 i AAZ Sste] B 24 Hid, & A7
o Tigrmgo.

oo Brand Image
g2 HAC ofHl A
E 3 Information Exchange

s AE9E

= o

g9

2%

g9 .

Sl Social Exchange
s 493 22
=9
- Relationship Performance

.
AFE g

§ — Mon face to face channel

%‘ 'i; Service Quality

g§= HItjE Al 222

e

=3

23

g0 Non face to face

8 channel System Quality

A& HE A2

[TH4-8] tietd
[174-8]2 7|2 EolA e 245 9o A 1F vz ARgRE
M2l DelLone & McLean(2003)9] IS(Information System) success model

9] Information System®] AH|AZEZ(service quality)@t A|AE EZ(system
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quality) & ﬂ*ﬂwﬁﬁd—?i WjAsk BAS Amshs Zelth olgA Mol
AAPAE WA olgstel ot BPL Aehe WAL IMPATAERT
o BaBAEI RS AE [ ANA DW, AR T, A8 08 AR

aF, A, AL FAALOE se] 719 7 A
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Bszdwm_ Aol BRA] Aula E] teA ulslle] chake
]

5] chriskl G TelL REoAT, IMPAEAGES
AT, F2 P GEA Bl wAL Sk mﬂoum JE a99) gl
4, Badde A& Anel AF, e
Aol FHEHALE olHE aa5L o

Fol chepgt ARUAE Ade BET 3
of Al EATHIERA ARl AFRgET]

dANAE ANBGAAL 7He] AL agho] o] Folx| ek, Aofo] HAH Fole

r\l

A} obd Fal7lge] JAY REF A AgAE Sk Sl glrk
olelgt mE A ALgAeA] AHAS ATHAR TI7U) AL B A
Mo AUuthe FAE} JRAZES T ASH 27 BuA
2 W4T fdets wgol Basteh oled sFelA vichE A Auls
FUe AT BRIt fSels B BANY £74% FIAE T
3 v o ot 177199
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ol
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ftlo
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ol
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>
30,

Al ol AjAF F7Fu ojAtef Hhgo] = Zlolth.

olo] B Ao AE Delone & McLean(2003)2] IS success model®] T
A2+ Q1 Information system@] AH|AZAT}F AARIE o] HITiH ZHE A
H| 2 0] Aol A QA2 jz]ste] Bl ofn]z], ¥A 183 A
Aol mA= dFS HESIIA MR FS AASHe] EAIste] Htrt

[(F4-22]2 S4RFY A== 2 HFEFEE F7I-E Aol
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[£4-22) ftR el 24RY A= D 43 By 24 A

Construct Indicator Out.er Cronbach’s « Corpp gs'lte AVE
Loading Reliability
FIE1 791
Al g FIE2 771
(Financial : 762 .848 .583
Exchange) FIE3 144
FIES 748
) INE3 743
g INE4 738
(Information 715 .824 .539
Exchange) INE5 746
INE6 7110
AE& A 2mg | PSEL 799
(Product & PSE2 .807 107 .836 .630
Service Exchange) PSE5 776
SOE1 134
A}slA 73] SOE2 7109
Fel% et 716 824 539
(Social Exchange) SOE4 739
SOE6 153
e g | NonsVel 775
v Ay
AjH] 22 NonSVC2 197 .697 .832 .622
NonSVC3 795
AR NonSys1 726
vt A
NESE %7‘3 NonSys2 .840 .698 .832 .624
NonSys3 799
IMG4 150
B o]m]x]
IMG5 791 622 7198 569
(Brand Image)
IMG6 120
AT
(Relationship SAT 1.000 1.000 1.000 1.000
Satisfaction)
A A 7} REP1 , 794
(Relationship REP2 .843 161 .863 677
Performance) REP3 831

oot g o] 5415 PLS-SEMO| H7l7]Eol oAste] &4 BH7FsHA
o BE SHHSEY QR AAAZE 0.70 o Fer uska, IS Y
A 2 = UElH+= Cronbach’s o= 25 0.60 o4 o=2 8715
o =9 Az woHEny, HJAIFE(CR 5 composite reliability) = 2
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T YA 0.7 30 m HEASE AR Ko, ot ©d SHg=4
AT (AT = A= =7F 1.0000]v o] g2 Soff FAHs7E bt A=
EE FHPGY & 5= gloh. Z8H & Cronbach’s a @y FHAFE
(CR composite reliability)oll oJstd RE HFAHESES =2 559 UE
S FH} ZAow HrEM FAWSo SFoA HSEHTA

(convergent validity)E H+ AVE(HFEA3, average variance extracted)
7b . RE Aol AVEZE dAIAIQ] 05014 % ey HAFEEES
Sug os e,

o
H
odlh
rE
e
Auj
ofl
ox,
Mo

%
i

[34-23] it g o] = THFornell-Lacker Criterion)

FIE | IMG | INE I\SIOH* Non= 1 per | Rrep | saT | SOE

VC Sys
FIE | 764
MG | 475 755
INE | 487| 570| .734
Non-
oo |60 s3] so2| 789
Non-
on | su| asT| soa] sa3| 790
PSE | 546 | 560 | 514 | 563 | 439| 794
REP | 574 | 535| .460| 548 | 479| .547| 823
SAT | 489 | 532 | 48| 541| 518|499 | 663 | AT
SOE | 540 | 555 | 501| .668| 475| 570 .546| .544| 734

*o 2t AVEAIFZY

[#£4-23]2 Fornell-Lacker Criterion®] WHelFA H7lr|Folnt, thZbA
O] AVEAIEZY tiZA ofgio] FA s b AUdAE Hluste] o]
o RAMS 7 AT ZolA b RS g Bl
H A FH Non-SVO)eF AFS]4 e (SOE)7He] Af¢ Zk
woh AVEAIER do] 202 Z4Rde) AN 7 BEtgEs Sy
Sicky bR,

dermgel %
7} ZA451= Ao

AR B USR] Al e
2 siglon, o4 7229 B2 Yoz & Utk
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[H4-241E deRdel AAESE e oF BA
2 AR WA HEE 7 3
VIFZt(Gnner VIF value)& AHE Ai} H%F sujgton AL 7hof
GEBAMe] gt Aes ehid

[#4-24) FAMSE 0] B4 HAEIVID aof

FE | MG | INE | NO” Nsoyr;’ PSE | REP | SAT | SOE

FIE 2.008 2016 | 2010

IMG 1.958 | 1.898

INE 1.665 1.807 | 1.803
Non-Sve 2.389 2428 | 2.405
Non-Sys 1.703 1.783 | 1.713

PSE 1.828 1935 | 1.918

REP

SAT 1.813

SOE 2.096 2208 | 2.160

[#4-25]2 Z2A4AS2 Brradolnt WA Es BAAGIHREP) 557
e A" R4 S004om g ol AuEs
IMG(.466), SAT(.440)x= .500]st=2 F2HL olste] AWels HojFa Q)

[34-25] AAASRY)S] HrrEnr QoF

U A A R2 A5 R?
MG 473 466
REP 557 549
SAT 448 440

H

4-261= A\ (F)0] BoPATOIT, £ HEl BAUE
S BARKREDS) R Aok P 18102 ol 37 A
ol Ag £ Titrge] AzolAE A 2 7o

2
=
rE

N
£
m
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[4-26] LA7|(P)0] BrHaT aok

28 | FE | IMG | INE hgs;g I\é%ns‘ PSE | REP | SAT | SOE

FIE 001 046 | 003

IMG 011 032

INE 083 000 | 002
I\SIQ,“C‘ 007 001 | .010
I\Tsoyf;‘ 006 000 | 041

PSE 049 017 | 009

REP

SAT 183

SOF 031 005 | 022

[E4-271 el24 AYH Q)0 BoHaTelt RE WARARS Q?
b ot o TERYS 54 AL AL dE Ao B 4
olth. olelst Arhe WARARSE e tHrRde] d=d Ag4e A
Agtty B 4 9k

o

[3£4-27) 24 AFH Q)] BT 2ot

A AZ2 A23Q)
IMG 251
REP 354
SAT 426

FRDe EFstL Gk AZASY §o4 B A Fo| S8 = A2
2 Aunw, BAS ofuAY, WALTE Folst

et ou, A== fouet 4+ dd= F= A
o
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[54-28] BEAL 43 A B7h A 9ok Gormg 73

No Az AzA% | & | P Value 93{@3 ;%Sf A}

1 PSE —| IMG 217 4.594 | .000%*** [0.122, 0.308] | G235t
2 SOE | —| IMG 184 3.435 | .001** [0.076, 0.289] | &2I5t
3 INE | —| IMG 270 5.974 | .000*** [0.182, 0.359] | G-<Igh
4 FIE —| IMG 027 528 | .598 [-0.078, 0.126] -

5 | NonSVC | —| IMG 092 1.581 | .114 [-0.024, 0.205]

6 | NonSys | —| IMG .073 1.535 | .125 [-0.019, 0.166] -

7 PSE —| SAT .097 2.154 | .031* [[0.007, 0.186] | &<
8 SOE | —| SAT 162 2.950 | .003** [0.052, 0.267] | G-<I5h
9 INE | —| SAT 047 1.072 | .284 [-0.042, 0.130] -

10 FIE —| SAT .059 1.193 | .233 [-0.041, 0.152] -

11 | NonSVC | —| SAT 113 2.051 | .040* [0.002, 0.217] | G235t
12 | NonSys | —| SAT 197 4.249 | .000%** [0.111, 0.293] | GOt
13 PSE —| REP 121 2.707 | .007** [0.035, 0.208] | G235t
14 SOE | —| REP 073 1.539 | .124 [-0.019, 0.166] -

15 INE | —| REP 001 014 | .989 [-0.089, 0.098] -

16 FIE —| REP 203 4.068 | .000*** [0.106, 0.302] | &oI5t
17 | NonSVC | —| REP .035 768 | 443 [-0.051, 0.127] -

18 | NonSys | —| REP 015 344 | 731 [-0.074, 0.103] -

19| IMG | —| SAT .183 3.479 | .001** [0.073, 0.281] | -GoI5h
20| IMG | —| REP .100 2.292 | .022* [0.015, 0.185] | -GoI5h
21 SAT | —| REP 384 9.258 | .000%*** [0.303, 0.464] | G-oI5t
* pd05, ** p<.01, *** p<.001

718 Byol JHd AAATe HotRy o] AR EAANe 3EHS A
HA, AF / A¥s w2 B ojulz], AT, WAt 2z 79
ot A(+)9] IFS v|x= Ao FelFom A5]A wEe HAT o
njz]e} PAGEZo] 247t Fojuldt AH(+)o] JFE m|x= AR Rl HAY
th 281 HAE oju]z|e} ARSI BA), HIA;E oju]e} FATte}
o] A, TAWEZ ALY TA A Fou|gt AH(+)e] F7Fo] U=
Aow FALUT. Telt thgat 22 Aol FAHUt PRuH| 7
S 712 JPAAA AN BT oln|z|et TARES]| Fojuldt H(+)e] F7F
S F= Zog FEoy YitRFoM= HAE oju|z|ogt {-oln|gh
FFE FE AR AN ARH wHo] Aok V)R BYHE
W3 IA Ao 2 Fojulet F(+)e] FFS F= AR FRIE oL



-2 dervice Qually) RZ,4= 466

Delone & McLean(2009's /™

Product & Service Qualitiy |

channel System Quality :

IMP interaction model

(B2B Service Quality)

217(4,594% %)

Brand Image

AZ/HE A~ 2E ST EFC o]=[7]

N

St et
/e, %,
£ (7 b

203(4.068%% ) T Relationship Performance

FAET
Ria= 549

TISSucem Madl S S T X

(s abLE'E)EBT"

Mon face to face
Mote
HIfE JAREE

gornd BAe] vt 2 AL thedt 2o

MR A AEAEAY TARAS 7 ARARSR Ao A
IMPHEA-82E 0] BBAHAEY TARY F 4 ek ARH 5eol
A0 GoAe AhsAY J1Ze] B FASL ol ZAWS 2o
A A EAE BBARAEA QA HgE A A2
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4.3.4 7V A7 2Ax

4341 7p4HA A3 gof

2 At 548 gt o Aol g oA A" 7Hd
% B2BAH|AZHE 921yt HEiE o|m|x] 7t IAE HAY P2 FEF
o= "ol Elom, B2BAHIARA QRldt WATE 1ol WAE HAAT
Fd2 25 Aol =t B2BAHIAZE 9R1yt WAL 7re] BAE A
At 7Hd2 FEHoR A"o] A, HAE oln|z|e} WA TS T2 H
AT PA= BF AYor EFglow TATSY TA AN 7He] A
o] Mk zgo] It B2BAMIAEA a1yt FATHE, TAG 7o
PANA BHE o|mz]o] wi7jaytE AAe 7ML HEHoR g o] &
Ao, B2BAHIARA a1y WAL 7he] TA oA BATRSS] wjrf sy}
E A4 7HEE BE AEYE . 72 AFERY ] HEoA TA A L] T
Zof iz Y 7He] Zolg Hie oilw BAAE He 1 Zolrt gle
Aoz A4 @A Av gelsiglon], vy AU ANAEAS AT 7§
o3t #ol} gl o= Bl H9ick,

B o] /14 WA drie (54-2900] ekstel Helatolr,

[(54-29] 977H A gt
No 71 EELE
q | BRI GUE BEE GUAD FAB A0S TE U |y
iy | 8 /A B S A AT A0 IR | g
i | T RBE S A R AT FHE AT g
H1-3 | A4 age Bl ojujxe] golst A(ne] Jae ud Ao, | A
i | A RS S A f9E A0 9 A
BBANAEE 99 B WEo] golw A0Sl FFE WA A |

HZ 1o A=

et | 4B /AN 28 WA Gl R A0 FRE A g
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H22 | A5 wehe bl 9ol folw A0 99e ud 2l
H23 | 4% wee bl ol folw A9 97e o Bl
Ha4 | A%4 mehe bl 9o folg A9 9FE v 2l
BEANAED 29e BASH] FIT AN IFE T A
L
A/ AEA mehe ARl el Aol dFE oA o]
H3-1 =y

H3-2 | AHslA meke sl frolgr Aol

3%
H3-3 | An wshe A4 S8 A0 9%
%

E 2
H3-4 | A7 mge gAT] foldt (el 9%
He | BAE ouA: @Al 4% F(He] 9% mF Zoltt.
HS | BRE oluA: #AAT §o0% ()2 3

H6 | BANEL #AET FoI B(HY 92 12 Aotk

BIBAMIAEA S93 $AUZ 2] AN HAE olulA o
T Aaat e A9k
Loy | AE /AN g wARE e BAA BRE ofnl AL o
Azt gle Aeltt,
ApelA et PARE kel PAGA BAE ol AL s AL
172 1 ge e
Hu agh PARE 1o AN HAE olnlAE SAEIL
773 ] ge Ao,
ATA LE PARE 710 BANA BAS olm A AR}
T4 1 91e zore,
pp | PBAMIAEA AUk WA Gs] BAN 2UE ol
Azt e AN
a1 | AE / ARAmEst @A 48] BACA BAE elelAL
ait gl Aol
AR LT AR el AN BAE olalAE ol fau)
1872 1 91e Hole,
An wght PART 49 A HAL oA s AEIL
1573 1 e Holey,
AFA WP WA 40 BAA HAE oA E BRI}
15 | ale o
o | BBANIZED adst wARE 40 BANA BAREES AR

= g
Lot 9e e

el weht BAAT o] ARl A BATEL ARt 9l

HO-2 | oy
AR wih FAAT 7He] TAA TAITES uirfaatrt e
H9-3 Ao|t},

HO-4 | A7 weh} @AY 7o) dA A BANES wiladrt d=

0Os
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Zlolt},

TAA G0 ATE A 205 A% ol= A2l GO
HI0 | o1t 918 elet. i 1
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FOIG Aolsk QA Bog Aol dAF 4 S 7199 A =
Beb A0l Uze] Hgske HlE Ad Aulx Edo] /1 Byl A=
N AT o =
of $AZ 4% BAS FY /M AL st

olglet dFANE d+=4 ¥ JMIER A2ste] o5k v 2.
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SAHg] yet kol Ao A=E 47
2} A=ole BHHE olnZ & A|ilst=dH 7]
Dafjzct. Aoz Horowie & Kaye(1975), Biel et
al.(1992), XA (2011), Sang-Jun Lee & Yen-yoo You(2016), o]4= <
SHl, 52]2018)9] Aot dA|stlet. HhH AFA weh2 Fuj AlE 9
THZ7 ProcessHlol Ak & TS Sk ZEotlRel BT o|mz]e] AL
ot B2 7[oE okA xee HolFEth Aok oo AE= B2BAH
oA A71AQ AFZA w2 Bt o|mz|e] o] & FFe A

Rtttk A€ 01D 9] AF+E A A7

LR R
YaroR st BIBAEIAEDC] Fulzte] ANAY WIEO UL
2371 3og k1 ST A0 JFL 2 g
k. 7b3 A4 Ak, BBANAEES Tt AT / A

ARA weke] 712 49wt gAR

= 210 2 (Morgan & Hunt, 1994
; Abdul-Muhmin, 2005)°] IAFAE $ S8 W(Garbarino &
Johnson, 1999)¢12 ©HA] 3HH FHSIF ST, Morgan & Hunt(1994),
Abdul-Muhmin(2005), Garbarino & Johnson(1999), A=, o]2%, o]+
H(2004), o7, olx¥((2016), 94, BFF(2014), Sang-Jun Lee &
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Yen—-yoo You(2016)¢] AF+ZAME 2] A5t

0]

H3. B2BAHIAEE @910 BAAT] §o18 F(+)e] AL wA Aol
o},
B AToME AZ / A¥A @E, A9
%

o] 47} Aol BBARAH A

=
i
iy
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Jo
R
_O|L
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i

(o]
N
X

Ir
A
2l
B
o
N
=
I
H-]
i
i
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=
rr
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N
o
_E
<

RO A JFE AL A AL Aol AT,

ARy Av AF / Aus g 4RH age PAYT] oI
= AR R AREGE PAA T
gt G WAA Rae 2o sl =Ytk ol Wjzte] Fulzto]

Al A Fujatet FgGAF 7F A=A A Q17HA wRHACE eFsld et
Z(;!
34, A4e2016), HAY, H59(2007), Woo & Ennew(2005)9]

2 dFoMe BEe B4, IAXEA, AelE Ad, A4, A=l

el ARAS FAAAoR 1= BT o|mA7} Fuixr} x|t

2L
s
i)
o)
N T
>
=
fu}
ol
ol
rx
r
2,
r (o]
d
o,
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lo
1o
A
olt
el
rr
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=
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AFgAEe] Wel, T8ly BHEo] Aoz AW (Plummer, 1985), ©
B9 omz7t gE,E iR HEAS LA A" AY
7Aske] AUt <l MEEE FAECHE Keller(1993)9] BT 24 o]28 %
gtk & A o] JAEAAE TR0l A H 7| Aoy _%11_5011
P Wol wrow weba B2BZ|GollAl HAoIY oA wie FaT 5
grell glal Au| A FELoE JFe wXth= Philp Kotler(2006>4 TS
2215t AatAH o8 Plummer(1995), Keller(1993), Kotler(2006), 4141
(2011), HAA1(2016), Sang—Jun Lee & Yen—yoo You(2016), o=, 4%
91, 2]&(2018)] A5 AATHIL & 4 it

E
o

>.l

H5. BAE oju]x: AT S25F A(+)o] A3 uld Ao|t}.

2 ATolNe HIE ojujz|e] Fgatglo] FARNS ofo] ATt
Golgt H(+H)e] AL nAE Ao dhsf AL AAsty AL ok
o 7HEAEA A, BAE oluAs EAET ] feldt dFE viAe AL

= JIE HoA 4]

= UErEo AlEs ABj27E Z1det bhef mjx#] 2t 4uE

27F qrEehz] Zotd BiEe]| tigh ATt ojm|x]of digh FAIwt A=t
Zol57 ¥tt(Morgan & Hunt, 1994)= & 9442 4T 4+ 2l
oh. ol=et @A WY B2BARHE vt ofyzt B2CHEE oA =
SHAI WEhar 3101*1 AH2F AH7RQ1S] 1ol FAETt ofyet ERQlO]

g
7149 /‘33’}% Eol= © wWe Fast WHedE SHdt AnHo=
Gladden & Funk(2002), Alde, 7Y, #22H2000), Morgan &
Hunt(1994), A1A€1(2011), Sang—Jun Lee & Yen-yoo You(2016)2] <1+
ANE AAste AoRE YEET

H6. BATE2 BALT] 7oA A(H9 9F= l" ZAoltt.

-
£
_>,i
19
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o
X
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7Hd AR Ad, BATSS dA ] FofRt A+ de] e Ao
2 ZQl Hoh TATES B2BAIA v pAnAG A F4 de=
A BARASE TS fsl Fatt Wz HgEeloF dth(Garbarino &
Johnson, 1999)+= F43 Au]A F4 o QW_ AdrAQl T = FA T
AA FFe v, 1A Aol FFEe Hths A D=, ol29, °]
ZH(2004), €rEsH o]AA(2007), Anderson & Narus(1990), Lusch and
Brown(1982), ©]Z14d(2011), <944, HEF(2014), Sang-Jun Lee &
Yen—yoo You(2016)9] &+ AIE AA|st= ZAo= YEyT

H7. B2BAHIAE AT BARS 70e] PANA BAZ olul At uj7f st
7 9l Aeltt.

2 ATAL BBAE AUAAAL Aus B 7Y AU AF /
Aol @, ASE DF, FHA THOR FsT WADE 19 BAe
A BAE ojulAe] shALe] 3 AHES ARsm A AL AAsk
.

ML AE A BBANIAEe) 2 A AR/ A 2d, A
o]

|
@ AFe WA TR AN, AES BA oluAE A E} G
o8 eyt ol AAEQ01De] Aok
< B ofu|z|o] tisf AFA weho] Folgt JF= FA Este= A
Yot YEFHTE. T Sang-Jun Lee & Yen-yoo You(2016)e] A7tof
A B2BAH| A FE L %74]“ Z 7+o] PA A B olu|x|7} felgt s

c



HS. B2BAH|AFA #A LT} 7He] BA A BHE o|u|Z]= w7 ax}
7} 9J-& Ao},

2 AFolA= BERE o|u|x]9] wjZjaxte] tisiA B2BAIH|AFA N P
TFEZEO]l PAIERE ofUet, WA The] TAlA BT ofn|x|7} ujZa
£ Ste=Alol dHisiA 7HdE AAstar 7M. "SR

7Vd AR AT, B2BARIAEE Y 5 AlE [ AHlA ng ARRlA
weh AH weko] 37px] 243t PAGT Tto] HE ofn|z]= mirja

v Ao=x &l Hlow, AFA weht WAL o] BAA B
oju|Z= Wi ENE S Y= Ao=E UEyH ol AFAer f45H B
AE on|X|= FujRfo|A AH|A9] A& Hoh 7HAA S = Z|Ztetal o]s

Al v 5 lew, FujRke] AR 54, AFEA, ¢k 9E-E HAA
Z & AtkBerry, 20000 FH2 A Ao, wabA FEg B

7 B2B79do] vhE 7Idol gA Ristr] dEw Abdstd nAdE= 2t
Aoty JuE WS 4 Qloh(Carpenter and Nakamon, 1989)°] &4 Sigt
sttt A3tH o2 Carpenter and Nakamon(1989), Berry(2000), 713 A
A5(2007), HEH, 4P 4(2007), AAHH(2011), Sang—Jun Lee & Yen—yoo
You(2016)¢] AFZANE X[Ast= A2 Yeytt

L‘I

[U

HO. B2BAH|AFEM BA T 7Ho] BA A BATZL wi7laart L
= Aol

2 AFolME AF / Auls we, ASA weh AR we ARA wed
= 7Y e R St B2BARIAFAY BAAT 7Ho] wAA AT 0]
miawE sh=A& AAst7] Sl 7Hde dAstal 7HEEAe shalrh

WA AT, B2BAHIAEEE FAShe 47HA] AR wAA 7He
A BAREZO] wiZi a7 Sl Ao R UETh olx AHIA Qlutw
| A4 AH|AFHo] THES m/fHSsE Sto] PFoE e FAHE
FFS A= TAE AFSIYE  Anderson. E. W &  Sullivan. M.
W(1993), Woodside, Frey & Daly(1989), Cornin & Taylor(1992), ©]-5-#H,
AFY,  AAL(1996), A35144(2008) E3| Dabholka, Shepherd &

Y
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435 F7b BA

4351 25— fjESA HA

X -4 mjEZA EA(importance—performance matrix analysis)-<
T2 FRIHFRE)}t FAH4 H4=(latent variable score)E BT
of. A ®A 7N (construct)= HEHUE 54 WA SHof
A, BEEFe Fd= flsh AxsioF sh= Fie dEtdn Ho AR o

2 B9l AdHoz w2 Fax, W2 4o aAES RIS

g 9tk 81 2 F8E, W2 AR 9452 7|9 vHAY 52 @
A 5o oo = ojof st FH A SolthHair et al., 2014).

2 BEA(IPMA)E Slol s 54 A7

de BAGRZR st EAS FaEINFAT)et Ax2FE(H e A HE

[24-30]TA A THREP) Q] IPMAE 9|5t A m3tat a7t

HAH S importance(Total Effect) Performance(Index Value)
A&/ A8 20 EHPSE) 222 61.087
21314 wEHSOE) 211 69.763
AKX W2HINE) .091 62.128
72 W 2HEFIE) 278 66.526
B oln| 2 (IMG) 171 67.200
TATHE(SAT) .259 57.206

[13-4-10]2 ©]= Hl°|HE &5 IPMAZME YEd Zojtt
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Importance-Performance Map
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[34-31] TAWZGAT)O] IPMAE 3 A Egka Fa7}

AR importance(Total Effect) Performance(Index Value)
A&/ A8 20 3HPSE) 165 61.087
2184 w2HSOE) 276 69.763
AHE WEH(INE) 161 62.128
A2 2 EHFIE) 172 66.526
BIE oln|z(IMG) 212 67.200

[134-11]& o]= dHlo|EE &5t IPMAZA TS yerd Zojtt,

Importance-Performance Map
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[1™4-11] TATZ2] Importance-Performance Map
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WoAd Az B SAET, WA SHET 93 S9Re] S
B Bgo] meEAeh AT 24 =7 AT 123 QA A
Al ZALT 2ok A4, M EAE B ZARG] AN AHE A
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Rol7] giste] PujFAR Eb PR, AFRIYL Br TG 4Fstol
SuAE Agstar
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A7), B2BAEIAEAS HAL oulxlo] FRHOR fod F(1)e] GF
& oM Aoz uehich A | AU W =233, pl00D), AFelA
w2H( =231, p<.001), HEWIH B =296, p<001) QQlo] HIMT o]u]x|o
ST F(HY FFE WAL Ao vebEt,

SA), B2BAHIAEES BARSS] folst A+ dFS WAL Aoz
kol Holeh AE / AEls mEP=116, pC03), Al WEH(F=227,
p<.001), K w2H(£=.098, p<.05), AHFZA we(B=.155 p<.01) L<lo] &
AEo] folgt 9FE mAL Aoz Aw

A, B2BAHIAEES AN PRACE GG (e

pe

FFL ol
Ax Aoz sl HYek. AF / Avlz DIE=124, pCOD), ATH 1H
(8=217, p<00D) Rl TAYT] FoIT F(+)] FFL vlAE o=

LHERLTE.

A, BHE olmz|et TATE Zto] A4 HIHE ou]z(f=212,
p<.001) 8212 TAWZ Fofgt H(H)e] FFS vlAe Aoz gl =3
A, BE omz|er AL ZRo] A =
p<.019) 89l TA e Fefgt H(H)e] FFS vlA Aoz gl =3
o, TARZT BA T TA A TA THE(8=.391, p<001) 21
DAl folgt Ao dFS wA= Ao e

ohAA, Wil ETE AHEW, B2BAHIAZAT TATE 2R FAOA
HAT olme FHENE SHe Ao Yyt AE / AHlA WP
=.049, p<.01), Areld wEH(B=.049, p<.01), HEWEH(B=.063, p{.01) 29I

3l
o] BAE ojnxg e HHEA} P A SHl Hoirh B2BAUAE
At PAAT 7] BANA BAE olulAL RIS She Ao U

ok AlE / AuA 28 =.024, p 05)E BEuj7L sHe Aoz et
om, Al weH(f=.024, p<05)F FHWL([=.030, p<.05) 8112 BA
gatete] BJAA BT ofu|z)7t 2k wizfste o= yelgth B2BA
HIAZAT FA ATt IA A AT RIS s o2 UE
ok AR/ AHlA 28 B =045, p<0l), AFH w2 =061, p<.01) &
ol HEmNE st= ZAow uyehgon Agld w3 =.089, p<.001)}
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5.3 A7 A @ A

5.3.1 o4 AAH

StaA =2l B2BAH|AFEE 54 A=
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ABSTRACT

A Study of the Effect on B2B Interaction Service
Quality, Brand Image, Relationship Satisfaction,
Relationship Performance
—Focus on Multi—-Group Analysis of Relationship
Value and Non-Face to Face Channel Service

Quality—

Lee, Sang—Jun

Major in Management Consulting
Dept. of Knowledge Service & Consulting
The Graduate School

Hansung University

Various B2B professional services business have emerged in the job
segmentation and service sector through information and communications
technologies. The management of B2B service quality will work as an
important transaction element for sustainable corporate growth. This
study began with the following needs: First, it is time to discuss
compatible service quality between suppliers and buyers also in the
professional service sector with the progression of outsourcing to focus on
cost savings and core competencies for companies in recent B2B
transactions. Second, strategic proposals for maintaining long—term

business relationships between suppliers and buyers are strongly needed
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because B2B professional services are required to consider even various
needs of stakeholders in buying firms. Third, this study aimed to examine
differences between perceptions of relationship value and service quality
as a practical trade determinant to maintain long—term business
relationships between suppliers and buyers in the increasingly fierce cost
competition. Fourth, previous studies on B2B service quality mixed up
face-to—face service and non—face—to—face service or did not consider

non—face—to—face service quality.

The objectives of this study are to present the research model for the
effect of B2B professional services on brand image, relationship
satisfaction, and relationship performance and to examine the relationship
between the dimensions of B2B service quality and relationship
performance. The detailed objectives are as follows: First, this study
investigates the effect of dimensions of B2B service quality on brand
image, relationship satisfaction, and relationship performance. Second, this
study investigates the relationship between brand image and relationship
satisfaction. Third, this study investigates the relationship between brand
image and relationship performance. Fourth, this study investigates the
relationship between relationship satisfaction and relationship performance.
Fifth, this study investigates the relationship between B2B service quality
and relationship satisfaction. Sixth, this study investigates the mediating
effect of brand image in the relationship between B2B service quality and
relationship performance. Seventh, this study investigates the mediating
effect of relationship satisfaction in the relationship between B2B service
quality and relationship performance. Eighth, this study investigates the

differences in the research model path between the high and low
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satisfaction groups in relationship value. Ninth, this study investigates the
differences in the research model path between the high and low

satisfaction groups in non—face—to—face channel service quality.

The industry associated with purchase, lease, maintenance services for
office equipment in Korea was chosen as a population of B2B
professional service industry. E-mail questionnaires were distributed to
purchase influencers affecting purchase decision makers and purchase
intentions in purchase decision processes of Korean companies as a

sample group.

On the basis of the results of this study, the following conclusions are
drawn: First, the remaining dimensions except financial exchange had a
significant effect on brand image in the relationship between product /
service exchange, social exchange, information exchange, financial
exchange, and brand image as a dimension of B2B service quality.
Second, all the dimensions of B2B service quality had a significant effect
on relationship satisfaction in the relationship between product / service
exchange, social exchange, information exchange, financial exchange,
relationship satisfaction, and relationship performance as a dimension of
B2B service quality. This means that relationship satisfaction as buyers'
overall satisfaction improves with increasing service quality in a B2B
environment. Although social exchange and information exchange did not
have a direct significant effect on relationship performance even through
mediating effects of relationship satisfaction, they showed a complete

mediating effects and supported the results in previous studies when using
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relationship satisfaction as a parameter. Third, there was no statistically
significant difference between the high and low satisfaction groups in
relationship value with invested cost—benefits as a dimension, but there
was a significant difference between the groups in the path examined in
previous studies. The expertise in products and services that suppliers
provide to buying firms shows that it can work as an important factor
making customers perceive invested cost—benefits. This suggests that social
exchange meaning efforts to improve trust and relationship between
suppliers and buyers is built when perceiving practically provided values
such as invested cost effectiveness of the effect felt by buyers. From the
perspective of information exchange, buyers depend on experience of
expected values of provided values suppliers promised for buyers. This
means that brand image can be negatively affected when this information
exchange and benefits suppliers promised to provide for buyers are
carelessly managed. Fourth, this study conducted a multi-group analysis
of the non-face—to—face channel service quality between high and low
satisfaction groups. As a result, product / service exchange had a
significant effect on relationship satisfaction and relationship performance
in the high satisfaction group. On the other hand, it had a significant
effect on brand image in the low satisfaction group. Moreover, social
exchange had a significant effect on brand image, relationship satisfaction,
and relationship performance in the low satisfaction group. Although
information exchange had a significant effect on brand image in both
high and low satisfaction groups, it failed to have a significant effect on

relationship satisfaction and relationship performance. Financial exchange
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significantly affected relationship satisfaction and relationship performance
in the high satisfaction group, and it significantly affected only
relationship performance in the low satisfaction group. A large number of
B2B firms have been establishing channels capable of providing customer
services through face—to—face services, relationship exchange, and
non—face—to—face channels to improve the efficiency of their own
productivity, cost savings, and customer support. In addition, they have
become essential even in the sector of services requiring to continuously
communicate with customers. Therefore, there will be a need for various
attempts to improve customer service quality through non-face—to—face
channels. Furthermore, the appropriate and effective configuration of
face—to—face and non—face—to—face channel service systems will be an
important factor in corporate performance for B2B professional service

firms from the perspective of trust enforcement.

As an academic contribution, this study provided values as reference for
future studies by summarizing research trends of the domestic and
international B2B service quality scale. As a research subject, this study
will be an example of discussing B2B service quality in professional
service sectors requiring to enhance customer benefits through continuous
services and relationship exchange after contact conclusion or purchase
such as consulting, MRO, and ERP construction services in studies on
B2B service quality with a focus on industrial product trade environment.
This study provided additional factors to discuss B2B service quality by
adopting non-face—to—face channel service quality in the B2B trading

environment. Finally, this study provided practical suggestions for service
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quality systems required for companies providing B2B professional services
in order to maintain long—term relationships between suppliers and buyers

and to increase switching costs.

[(Key word] B2B Service Quality, Interaction, IMP Interaction Model,
Relationship ~ Satisfaction, Relationship ~ Performance, Brand Image,

Non-Face to Face Service Quality, Relationship Value, IS success model
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