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Jackson ¥ Cooper(1999)&= B2BAIAS] A|lEHHA Au|AE=
Aell ot MujAHer 2] Yzo Bi4gto] A I UZRE FHA7]7
Sff AHA Aol A o] AMulA Kok W ZiS} Eojob & W@ Tt §lo] § Tl&
Q1 Aol UAttal st

olg A FAStal theFet B2BAH| AL A} Au|AFH] oigt Ao 4
7 29 shEo] QsiA A7t 7] AASHITE Gronroons(1884)=
B2BAH| 2~ 0] ZpQlof His| M, £, AA”E 7led Fd=, 28i 7)s,
2, AEIS 7]—‘:7G EAZ UFro] AFSYI,  Szmigin(1992)=
Gronroons(1884)o] * =S| =
AR LS UFD MR ke FuiRpt AZbeks AuEdE FE Al

e

At 478 aﬁu}. SRR 7@}71@91 AANBAZ SshAE 7534
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AAH BAL 3712 ANt

Homburg and Garbe(1999)&= AH|A FAS F24, AxdA, AaA
FH=2 Uro] B2BAHIAE ol&ste FHiARES WAIFHe] AB[AFEHA
2= FFS Aot FRAEEL B2BAH A AlFAEY B4, =94
273 Bt goelal, AR Gronroons(1884)0] AAHE 7%,
A, Ak WS 754 FHM AL wEh mR AR PH7|ET
2 o] AAga g2 A Zodet Jigoltt. AMEAES AH|A0] Avte
AUl A7) Foage] dutg Fujabe] oefo] Rzt FHe Fal
Art.

Chumpitaz and Paparoidamia(2004)+= B2BA] oA AH|AEZ Y} bl
AAptel BA Aol A B2BAMBIAFHE S AE AH|A AR} TleH 2
o] o= 72 FH AL Agyt AXJof] QlojA AME]A HI4
= AZ3 7154 FH4E AYE Yol SASHAH. o714 71E
< Gronroons(1884)°] 1tof| BiES Fal QAT 14 Q@49
FARGE AAl Muladg gy AxEar W GEAS ol
o

ERolT 7154 AU MAAY ZHFRS Tefete] 712
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Caceres and Paparoidamis(2007)+= B2BAH|AEA-S Gronroons(1884) 2]
Qo] vl T1 sl&n BU3 s)5H BUR o] Aula B43

4 995 o 724 PAE AFetgrh o] AFE FuAus Foj]

O

T4 R 0]d5(2012) B2CAHIA AFolA L= AHEE]
o & Mu|AFAL] AL} B2BAFANA AgE & Slertel ditt A8 Al

715t Gronroons(1884)2] Au]A 22 237 Holmlund and Kock(1995)



7 AARE Aol & 7o AHA FE FPS A ot AAH &
4, 14 J4d, d43re 84, ﬁd?%é 4, 7184 FHE Uy
B-SERVQUAL o]2t1l s} B2BAJH A AL e AAst
Ark. A A FFHGEG A H AL} XL%AM&)E B2BA ] QlojA AHIA
FHo] TATZI A= vA= FFS AU Aol APEFoltH(EHd
3, o]4d3T 2012).

©]4d5.(2012)% B-SERVQUALE o|-gsto] FufjziofAl Ax]H B2BA|Z ]
Aol MH|A FA-o] A& BAE o]EL olF EUR FAHA AHRE
TMAE ATYE gobR7] 9JsiAl B2BAH|A FHEI TAALG(FERA AE,
AR A AEK), TAEY, BAET 1] 224 WAE A5
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A7 BBANAELY AL TET AT
FHo= BBAUAELS] o ATEL
% 9l



(FE 2-1)B2BAH|A el A A+
SRy 7k el S o
Gronroons Ak, Fx, A AH 714 =4 B2BAH|A =&
(1884) 71, A, 28Y 7158 24 9] 2k A
. A=, 32, AAH SlEEA
Jzmigin %, A9, 259 aieRd | 2] Ader
1992 FAL AT 2 ERES
Holmlund  and 9% 7%, A2H e 24 | FEEEIAL
Kock % A4, ~a A gy | @ BEd A
(1995) — — 2ATAAt
AHIAFAL] AAE 7] A 24 uj) .74
g‘ﬂ]‘—:ﬁ ABAEe B4, B9 24, & 2zAm2
I(—}Iorgburg and Gronroons(1884)9] 752 £43} 7)A/dE] )
arve AU 2AE ZRAAFY] FH7]G, | A g o
(1999) a7 Helo] WA
AeAge] Adr Fujart A= ZiEAEA
Chumpitaz and 714 A9, B AEla ’?lﬂl'_n 7led 24 i}iioﬁfﬂ Eii
1 1 - —T o=
Paparoidamia | quiro] Ao} Ao} welsw AquAet e 5 L omuaad ]
(2004) HAA(H2] T AFE fo]A. HOA) oo\ olo] 17
Fae] mig, Fufr|ede]l BHE ofn| =
Caceres and | 5 ’ 71ed 24
2] "k A 37 AJH| A o
Paparoidamis O]}\ /\OEOH AT ST T 73;]4_1 b=
(2007) jﬂ%—:o, NAml s, YPAE A, A4 Ted =7 H

AZe] =54, Akl 8o, Adg W
=, AlEe] 84, AlE 22

Metcalf, and =
’ A 22 2]2]
Krishnan(1992), | 2> 71€4 A4
Ford  (1997), | A&%Het Zd= ZJH W% IMPS2HS &
Hakansson and [ ZA] 2123} A4 LA 7|2HE P! gg Aeste] o
snchota (20000, 1 4o 34| cheleiA AeH we | T
Woo an = =
71e4 —v—ZH T5ME, AT o], | -
EHHCW (2005) %ﬂ%a 312]_"]7\] (I):JIE:]
SHA, a4 e
=44 v§ A4 A 24
AHA AT 3hA A Zx
1 ]— ua BU Pe] ﬂ'o == BZB@%OHH }\1
gatal olys | ATAREel tigh el Q1A g 4 | uazadn A
(2012) Tzt QAR AAA AE, AT g Al
. 7ed 4
owaE AEs B-SERVQUAL
HE2A v A7 Hoy 24
A= o K o]4S “B-SERVQUAL : B2BAIAFOIAS] AHIAEA HL/E Journal of Korea Marketing

o]
Association, Vol.

27 (December) p23. 201297141
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Al 2 A IMPASZ-E mdo] B3t o284 1F

2.1. IMP 528 mEle] o7

m.u

ofg] APAFoAet Zo] B2BAH A AHIAZFHY] T s F
She A7 AS AdEo] @ AT ofAE ARl S Ul
Fotal detrb 1976Q@RE  1982W7tx] BERY  SA=lA 4¥E IMP
Group®] AFdA] FFufiat, 354 ¥4 A= BAUAE 2o AtolA
Aol Foagolghs A= A7 Hude ARl Avdst g2
Aty Prir=rh(Hakansson, 1982; IMP Group, 1982). £3] IMP Group
= ARAA FEiRtet FEAF 1He] AYBAE ArRlaet o]E, AHHE o]E,

0
<
N

o i

T8 a AFEOE oo HEE Tl £F] 1HO| YESA SHA 24
A ESHATHS-FA HEF, 2014). ©]F B2B#=re] AH|AZE AtoA=
IMPG52r-g BElE fEiste] A B2 dAfso] 4= 9l
a9 2-1) IMPAEZE 2d A4y
EtH(Environment)
AZZE, 7|, 342}
AL S W 2R] AEH A
229|7|(atmosphere)
g /olEd. gid
Az FE
SIE HE /M|~
/;EN 27 [g_n:_l, U2 ApEm ME LSS
Olg, 72, 32
= 7ol —alll Interaction Process =
=23 HE | [
w [ g 2 ]mn U
Z2]: Hakansson, 1982
B2BAH|AZZA ] 2HS E IMPATZHE 2Elo] 7jo= 7EE A



Aot ZA714¢ HZYA BAE #AT 4 e gutEQl &5 Alsstilte
g 2Fe & A (HRAZE, 2011). <™ 2-1>& Hikansson, (1982)2] IMPAY
o2-gRE it Agolt. Fuxtel |ujRpgte] Ao Abg2 EesiA A
2 gl ZEHQ FHof| A ofsfEofof qttt SEIrt. ESH Fulj B wuls]
Ab A, BAPolO] Ao 2tg mEAA0) A7|H, @A SHe A9t ©

al

Lo XN

2 w2 AE/Avang, AFug, gdRug Ate]d weghx
oF

Wilson and Mummaleneni(1986)> B2BA|AFO| A o] AH]A FA o] 21
MNEztot= AFolA IMP (International / Industrial Marketing and
Purchasing Group) A22-8§ Hdo] Jrufziel wujzte] IAE Act7]of
7S Agdoittal AIQtstdal, IMP Adea-g mEle thekst B2BAIAOIAl
mjzret wefar 71 Ao ARG MAEE Fa% 45 TES] AHA
49 A& Jidst stlvtedl =2 7HE Tl Qleh IMP A2Ag 1
do] F9 THE B2BAFA L] AulA FH2 thfet Adozkgol #AA
7159 23S T3 Qe Aolth(Walter, Ritter, and Gemunden, 2002).

IMP Zo2h-g ®do] 7] d32=t & 4 Q= Hikansson(1982)2 35
Apef Fufzto] ofs wWetE= AoAE-S AlE/ARAne, AR ATA

| ZHd o=z FESIOH, ol aAdE FaAet
FujRp 2ROl BAOA FAHIE R 7okl Metcalf et al, (1992)+ ©]
= o] TEo] wet FujRtel 3uAE @aAos
epstelaha Jldeis Qo] AQle ojare sl SR assoly
= 4 ATl SATHS-FA, 2557 2014).

Tt (Metcalf et al, 1992)= Fuizt F5A47Ee] @82 7|9 7F ¥

O

i
hul)

wa Aelel Jphe BAE A A WE, @, Agolehe A 7

Z|23golstal stal IMP AJeag EdE AF/AHlL n%, FRug, A



($-FA-EETF, 2014).

o|% B2BAH|A FAL] Ao tigt AFE AH|AFEL] 2|Zto]| B
= Ao BA O ditt AHEZE AEEIY (Woo and Ennew, 2005),
Metcalf et al. (1992)3 Kalafatis(2000)= AlF/AH|A w2, FJEHWIE, A3

4 WS EYUSE £ o S0 @A ASo| gL mAty F
Asteh. AHlz ABATL ole@ s SBE H9Y aRdos B45

Ao Aua 2L 27 AAF © Uolrh o T4 AT(Ford 1997:

Hakansson and Sonehota 2000; Woo and Ennew, 2005)°A1= o]&gt U]
742 ek NAA ATt 2H-E& Fol HMAAHYA AH|A FHS He
AL HAZE el Shof 471A] gk o] f]of HEi} A-Folghe AtdS Kt
Sto] A5kt Woo and Ennew(2005)%= @3 #-go] F7|A¢ 42 7t
e AL BN d8at H5S At vy Atdezs MEA 4SS S
Aoke A2 me "o Aol st 7[E0] vl ZER] AR AFA

WS Friste] o kA PO R B2BAHIA S RSt opoit.

IMPAEA-E el o AE gt 994 (2007)0] B2BH =S| 67F
2] 2phe] AHlA FAE HAESH] 9lote] B2BAHE St Sl A8 =
A T GAE ez AFEHT o ATE AxFA ] widdAtet
uA7IYGe] FujggAte] AH| AR 2HE Fol ARIAjA 1Y 7

1 714
Ml B85 AEHez 24 vkt 2o AT, =dellME o 4

SQHI MERQINE T FAAZYS dPOR IMPAEAE B
oA ANT A 7HKe] Muls EBY AU AEAAN BBAHA F2
A

g, YAEde mAE FFEAE A+

pud H
ol oA 7kx] &4 A F A2 AH|L FHO A Ao Z9tHA|
SFetha Fsto] IMPAEAS mdwh there AIglold B2BAHlA EAe)

- 12 -



Ago] thed g8 4 oty FAstech
e

IMPASZgm o] 6712] zdo] tist A& of23} Zrt.

AlF/Au| A w82 B2BA TANA 7P 712 - ol AMu|A FHR|ZE

oz 7H 7124 Q1 SAHQ glo|H (Hakansson 1982)L Zﬂ%
| £

o RN
o:mzrﬂ'_l;

o

o
o
lo,
U o,
Ir
|m
o,
o
-
__);]_2
ol
i)
2
o,
iy
Aw
2,
mﬂ
vy
%0,
N
Bog o
Mo e [{o %
o 2 orr e ox rfo

%0,
Ir
)
ulimy
o
)
w
@9l
=
<
QO
&
>
=
o)
H—l
O
oflh
o
ot
R
oX
> .
LA
ox,
B

r
'
i,
=
uim)
o T
u
fh
N
e
_m
Z
ae]
f
I
N
ofo
H
i)
1o
i
N
re,
-
A
2
<
aQ
&

fe

r—f‘

2ol A=A A= ?:‘_O_EJH wehE AFe] EF2 %’f*}l} *P°194 22}

-
8o 49T UL ok G AT SV RTHYS/ALY Y 7o

1311/} 2 AT diA AR B Ae BlEYA PEHE dE H
Aujzo] At GA-uf-ARRZIZE F 7le A2 AEAEolE=
Value—Chain®.2 o]Fojz|1 9lo] zz+H
AEFFD)T MH| 2w AHAFE)S ZEste] & Dart It (EA
A%, 2013).

maba] E oA Hikansson (1982)9] A|
< AlEe 54, AGY 8olA, AE $84, 11]%94 =24 e
Woo and Ennew(2005)2] dFolA AAH 7]&d 24 A
= Agdlket TJled A

(Product/Service Exchange)®] &4 &=

u{m
T>
El
rik
1o
-
2
=
I}

- 13 -



2.1.2. AR 2% (Financial Exchange)

R TA E}% J_’Liﬂr Zol MHl~ FES Brishe AA 7159 8
Ao ZetgoE vE AHlA FE AFolME vFA AU Fa5H HF
2 ¢ drk(Ford, 1997) Z22ut ﬂ%’r TN F2 HAL BAA TS
= =935t gA4o|ti(Hakansson, 1982). Frambach et al(1997)2 B2B
= AFE 38 A BEg o e Be JAE 371 AEjao Heto=w
.

o] AL g SoF pedo] glom, offjt AujiofA

new (2005)¢] AtollA IMPYEAE HHS A-8eh AH|A
| Fsolme] 71 dFhol AA UerdA
o golgt Qel19le WEs] RolFw 9tk olo] B AT AL AZAAA
Higjo] A AM|ZAALA FAQ] o]sf] folA, AlZFAAIA AHE e 7o

_‘|
A A9 ABA, BFAY AEe Arage] ZAFBoR PHSHY

o -

A

IMPFE 28 mdEo] Atox FHuwere HEFH e Fdl=eh= 7714
Hog FARATG(Woo and Ennew, 2005). HAEZFH+= TEHE A9
dHo] Welet Zol 18y FAAH A=E okl
Aue AR FRE Wt (Hikansson, 1982). Gummesson(1978
AN dzAu|2o] 2pdEstd E42 A4E 9 ZAsE g5 §
v Aot webd AT A7 A~ AlFAE Are] o] A E w ek 1H]i

4
)

—=

L
2
HH rulo oo
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oA 7V Fatt asety siglth 4olido] AA|Eolof st= B2BH|ZY
298] EAoA AEOl weke ARALY AH|A FofolA 7 7]EAQ 8
adtal AlAstA e (Halinen, 1997). HHug2 Fujztet 523 stEY
A (Partnership)=  LAAZI=  AE-Alx  AF 7B (oint  Product
Development), JIT(Just In Time)A|AEHS 7|&Ho]1l AH2 AHEOl 9
ot WS a4t (Metcalf et al, 1992). £3] B3t AFe] Fus Fof
A-FFA Atole] =8 Aoyt AH | 879 H(Cunningham and
Turnbull, 1982). SERVQUALHE 2] -SHEA <] i]— Ho ¢ g #He 7]—
7] el AHug2 Au|s FE A 84 oJth(FA}Y HF

2007).
2.1.4. X314 w3 (Social Exchange)

A2 A Wk thsfiA] Metcalf et al(1992)= Fufirtel FgAHe] il
2t 5t A, Campbell(1985)-2 Q1A HE2 Fujzet 3gAte] &7
ARG vl T8t aaTil shaltt. AbelA wete fidd HES F
3t AT JMssH St BEAS|EAS golstA sh=dl Q% @
o Atk Meltcalf et al(1992)&= WA, AS A=, A9 ol

T 22 HFER FAEATT St Woo and Ennew(2005)
T, AZIdel gt ols, AEE, JWEo] ARA weke] g

Bvoopoh é

r 2 & e
S0

)
LI PN
X

Q483 sttt SERVQUALAHES] HA, #Fy7eld, nAe] olsis
Eoshe 89191 FHA AP REHoR A9 w7k st
et ©]92(2012)¢ B-SERVQUALEE =4 71s4 &8 2

F ohiQl 43Ae BY A0 B 4 glor] 4EAE, A=, JALE,

/\].54/14‘ I’d— ]g} 7HH1-/H _T'_ﬂ/d ;qE_;H 7]%%31} r&aq
[e]

b aw 01742 Fofzrel B 7&4 I% 1

AFT QT TS0 e Ul AAUM, T=H0E A5HQ AHTAE

FAste QoA Fado] dxEI Ut

- 15 -



2.1.5. @9 (Institutionalization/Cooperation)

yrufjziet SLufairke] AolA HH Al BAE A fleidE AE
Ho| QA HH(F ALY B 2007). Metcalif et al(1992)+= @=Hol=t +
Zpet ozt Atolof A TASH= weke] AVE(IMP Froup, 1982)0]al i
Aok wuAe] Ao zhEA 2ASE AmE Penn a9
Campbell(1985)°] olstH, 2 Aelol Sl= Fuixtet Hujats oedos
gEo] ZEES 2700 shalrh FoiAel BolAEE A= A4S olelo) B
AE FASH] fsiA d84 BEol Hofstaad st AE HogEd
(Clopton, 1984; Day, Michaels, and Perdue, 1988).

Cannon and Perreault(1999)¢f oJstH, dHolst 73]

N5 oloj3T, PHA Wated] 59 AER AP sk BCAY]
Z

~ #A9] A B Carman(1990)°] AFolAe] MUt 25 AT}
W5 44 5 FAH W5 H47 $ATL 2 5 9t

B Aol BIBARE BE] AR FREAe] §A8S Aulset Gl
o] g=o ald IMPAEAE U0 gelo] matel ‘WA @', B
o, gen BANE 5o Ade 85An, @) 24 WsE AR
RS d2d FE TRAN Aulake, AA A o] se] SEshs
52, TFYA AUl ofgolal Hr, FHAA Aus J)Ake] B, Auls
Q% F 5EA) AdE A 490 g AR, HedE 2FAA7 AT
3 AQujzol dg 24 sz Aestgct
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2.1.6. A-§ (Adaptation)

A
o2 AolHErt(Hiakansson, 1982). Hallen and Seyed—Mohaed(1991)+= 2
< 5T B2 WAE FAlA e AR Fol 7] "ol A 1Y
Hge Zashtn st PiAel TR A1A BAS d4sn B
AlZ1azE & off =8 EYS] ik, 7|, PF sl disi 8ot st
= o] "QsitH(Heide and John, 1990).

Metcalf et al(1992)&= 252 Fujret |ujzpzte] fAlo] tisiA FA}st
+ ALty ok $94Q013)2 A2 Ay, RSN Hyg, AE/
Z2AlA 7 T 2 71249 BEYA Hapoll gsho] oF TARREe] 9
off RFEoRTtal stlom, Fufjztet FHAte] WAA Al&eh uf 2 A
A 24, 45 TR 23T E2 Ae2 Ao a8 SHAA odds F
A7 B2 opEU| digt A3 "¢ Fasithal shgith. 482 A&54,
A Ef4 Fxtoltt, siAlRt A2 #A FAE AT iR |ujzte] &
A4S HEAoh= Aolth(Ford, 1980; Hikansson, 1982). 7]&2] SERVQUAL
T} Gronroos(1884)9] Au|A ZARdAL AL NE-8 yatslA =614

wN SHAEE FolA Wi AdHem Agstal e+, 2013).

AEste] B 6712 dezgatee Fuziel ozt mfof o5 =P
L g% g AdHEHS b}ﬂ' 1’4’(\5(/00 and Ennew, 2005). X%ﬂ 4712

1o
e
5
>
ot
filo
i
Bu)
=
I
d
=)
Ry
0
1=}
[\ )
N
N
N
_>|J_|‘
i
el
)
_\;
L
olo
Mo 4
o
o
ol(
oXx o

i
r
Ny
A
2
o
2
=
ik
ox
HT
=l
e
incl)
_‘\‘U
iy
olo
rlo
B
M
lo
o]
N
O
i
)
2
>
>
I
>

ojof tH(Woo and Ennew, 2005).
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ooz IMP A%2g Yl WHaeso 2SI e oy dxtse
8 A= F 2= Zol AFeE 4 oy, I HANEES A8t ofA
= 4z o244 yehda ok
(E 2-DIMPAS 2hg mdo] HdgdD
AN Hakansson, (1982) Metcalf et al(1992) Rice (1992)
_ AJHEA] Q0]A _E_JQ-/H—/ X7 o _
A | TEH BV SN AR gaeg gz amy,
]\1H]/\ oH JE7 oH “lA] el Z_"_\TL }\1}1]/\ 7])\ Z]_g_] —
= AEEA, BoAA Za, R e
ﬂ%]‘ = =z Z’"E‘ =0
81 5=
o, Fofgt AFE9] 4
AR, I _
32| weie 2ol 3sl A, e E s
RIS, —9__—['_% g’% 7\1]%'—% ;gi ‘Prﬁo:], 7]E_I OE- Xﬂﬁ‘ ———E] \_Eﬂ ]1_
Ane) Zlol, Jre| £
IR o] 994, 7k, 37, Ak g9
k) Bmk-iess Aok A
M/357, HA B A4 ete] Azl AE,
ALS)A AGA A, AT AEeE SAle] | BA ofdl, AHof tist 3 S
P o, Al ApBlE A, 4, ofs) %, HlgA 5
2314 zjo|o] i AUz 249 o
_ npAY g9, Ast Rix
~ _'11E7/\_LC"__1 A xé‘\_ﬁ ! 1 4
gy | FElEEAALA Wl 3909 87, AF -
* A
AESA, 71e4, 474,
oAy, RS 9 2 5 AE N
e ZEAT 9 AAIEY, §A, 71&4 o2 -
=93 2462, 3594 SRS
e
1) $94(2013) B2B AR AfolA Aujs Edo] BAEE 9 ATl vale FFol Tet I+ W F4A

719 ¥4

0, pp.35ellA AE @ A7 Hgk
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Cannon and
TA37Hd Leung et al.(1995) Woo and Ennew (2005)
Perreault(1999)
53 AE AT,
A&/ AR 44, HlE
AE| A - a3, Al A=A,
el 87 35, 3d°
A, e S5
Ak St AR WS
el e e e ol Bol4, 7% A
a8 A HR —1—17—%]'_ Z= A9 HAA
v 7140l et AE we o =l
A2 Ao AA/ 8/
ks B4
Ape)A A==, A7)l
So ofgt olsl, A=l E4,
. Auz
T Y, AT o]
ga—:u] - U]—?:r", %%@ %5—&]’0 X], @LE pal —1\:,17\“ ;Hﬁ
Ae= 9 g9 25, R =
294 &5
_ - 71&2 od=F A /23
ge | 7eA =84 8% | AE 4 amg | A AT
[e) = [eX} o,
B 5 Ad, 7= &, "M, A 9 A 28
[e}
3784 |2} =H=£93(2007) 94 (2013)
A&/ WE AT gl Al = | FF3 AF AS ARy 4
1) I a1 ] oA 3T = ¢} O [e})
ez | FEAEAR IESITAE D ag g A 084, a7 55 3
et A o A3, SPgael 5%
qH 28 AR AT, FA ZE AF, | ol 8o, &7H AE FF, A9 F4
mksly A3 AH AF %
zHE'X-1 e _ - _ -
ﬂ—; Aot dig A, A9e dig A | 29 AN/ AL/ B
AF2]A AFFELE, 48 A, A2 | A=TES, A7Igel gt ol
fmksly 34 A g, Ay
e FxA, BT A, 824 sia | DAt g4, £ A, ¥4 24 o2
a0 84 H3 71ed Q=F M, e dEdY A, &
e ! ol ek #a} a4 AR &
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ole] & Ao Wi B2BAE & At

Fgmee] 67h4)e]

IMP A=

o
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A3E BRHE ojuz]o] #FF o] 1F

Ohnemus(2009)9] B2BEHEQ}L 1 7| Aatete] WAS BA3T)
AFolME A B2BAPEOlA Sl Bt ‘ZH A¥ob  (intellectual
step—child)' 2t £ A== WS E2 ZFAE 1990dHo] oA
Qe QIAto]E(Intel Inside)’2h= Fal WIS Fof ARAE Y= o]
ArnzAAZte FEELE AERE o]%
Caterpillar, SAP 53 &2 7|¥E5°] BHE 35S ZFeketwA B2BAIE
it HE &Fo] ofu|of EHOH :rLXﬂ 9Q1 =27t

e
lo,
2
I
>4_13i

%% nHA g €] ?RSJ Olvi St vl & ATERMIE, 2014).

B2BUMAol A HRE] gt F shed =ole] 2FL, 9 27
FAlAE Agtols] WRe] A4S /AT glow, 19 aHe AAH oAz
Ao aFe MRt gozNy WAtk % AR Basety 79
g $AA B W5 S AR A4 ES BEeTHe Roltk. E
A% BASE BAE /9L Bk £ AR AUE Uehi: oz B
otk BAE QAo WiETe] ATEAS SV, BAE TES 9%
EAANE T 5 92 Aolehs MR FAEL YrHUd, 2013), 7
wiabe AlE W Al T A ZjEe] 2 i gl HASE Fojsha 7]
Zo 7UIZ Fo) WES AW BACSES wrEsA pofste, Foist HAs
ot Z7bEe PRE FPFoRH AW ABS AL stelt ATl
oltHMurray 1991). webAl 719je] nbAd Aol A BEolulA: iz
obo] 714 P W BAE J4x) F7b] Fas GFS WA ol W

o] W2 Helt ATl Tujx-Tgte] BAEAe WAL zZ uj
2ol Atufefo] thet /g (inertia)9] A¥to]7|= strh(Roy et al. 1996).
FAEL 2L BHaTo] st gh5o|) 7]& BT 2 BT o
B

7HAR| R E SlHsteE AFo] Ith(Heskett et al. 1990). ¢HH Ea= zpat
=7 mdoj figt 93 A= B2BEFEAAY A, BaE <l1x] E%E %
AE 59 852 AESEA, AT, dA A= & Zddote Ao=R
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e tHTran & Cox, 2009; Keller, 2009). o2, SEAA (Reseller)E4
o Aol AXARE] A, BsHE 72|, AH|[ZF Z]Hi7F B2BHE WO
o] 8 821Y-e HoF7|% I (Glynn, 2009).

A= FH JF4(2006)2] B2BZIHE2] 71437
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=

B2BAROIA At FFUAES AR AFH 5 Tohlze] 9ol F
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i
X,
rl
o
oL
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=0,
o
=

2 T U= 8 & 4 UkKalwani and
Narayandas 1995; Heide and John 1990; = 1998).
B2 A7 Au|A FAN AapQl DTS, 1A FAE, Ay

32 -
AN

oL, FHL zro] FAHAJN AL UdeE HoF
al., 1991 ; Parasuraman et al.,1988 ; Boulding, Kalra, Staelin, and
Zeithaml, 1993). o]&<& AH|A ZZA3} Ao ok W FHojr o] 27| ot

2ol4 FH ABBAIL Uee HolF et

(Parasuraman et
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=2 e K

SAR(Q00DE DARES de AT A £ K] BHA
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on gk R WA wEe A 54

o)

S EER

2 Wyt goln, £ A BAL FAH DARZoRA APAR
s APSo] g AAA BAEHEAe] nAREol} A pgo]
A RAREES ANEGH DAWE 2AZfe] st ASe] Lolx AEol
Auzo] gt AAAe BAATEA Azke] ATte] WE ofel WMo Ad

g

1 AU Ao AT Hriz AHolstw Qth(Anderson et al., 1994;
Cronin and Taylor, 1992).

AHERZA AT EZAE B AHlA HA- dis FAA] At
AEE AlsS 5 dod, BA, A, v e] ARE veY Fe Ho 22
Aol Ax2 A FHH IATEo] f HAstt(Fornell et al, 1996). whahA]
B2B AtAA] AlFollA DARES AHERE FxET= BAERE X2
A olgfEofof st (Humburg and Rudolph, 2001). APAAH AJAFoll A 22+
mjztet FEAre] AR AEL AEAR dAPZAEe AAsk, sk, 73
ot e nHAE E5E ou|dttt(Morgan and Hunt, 1994). 1 Z43to] &
71384 @4 =2 IAAGS B2B AFeolA FHFCE FASHL glow

O

(Tellefsen and Thomas, 2005; Cater and Cater, 2010), 7|gE°] Fuijztet
B71A, AT A9A BAE FESHH B AE3Ad ZAolgte dsE Wola
Qith(Tellefsen and Thomas, 2005). wetA]l o8] B2BEWH ALE=EA= A=
+ 1A gEH 7|E DN BARAIE FFPA] Er]H ez o]9o]
& 9ol Stk ol 14 g5HGT 7|E IANS] BARA7E SF DA
7Moo olelo] HE Ho|al e oy AltadlE WaEste ARG )&
DABAS ABE o, oA B8 A v1§ 5o veA] Hshu
g7194 &4 59 A 24 7 W] "Eelr@Mdd, 2003)

JA oy B2B BAUAE dAASolMde A71A BA IR d& F
Ue AiEE AETE AMEY Qo O9dH #AAYE vl B84 A&
offet A4 g8 oRE AE 4 e HFE AgEo oy A4
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I okE BEA-o] A A= Qlok(Kalwani and Narayandas, 1995).
2Zs}, oldF, A7FQ014H)= BALNE BARA, IAFAE, TAZ
st Al 7HA = FEste] ARgsHET, IARAE e dAet A 2t
T 2A4e fol Az dEsiAY Bostde kEor 7Y 2F A
FA = Ao =8 w31 th(Lancastre and Lages, 2006). 1A%

FF A dARIA AFHE AU vE dAleIA Fde sk B
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T AtE ARl AN, IAF Y= Age] ZEket H-8d
& glthe EAI-o] 2Uck(Barnes,
ul AA AR SHier &
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a4, vEd, WE vsH 22 AAA = A SAste A S

St vl A JbsAdo® HQEA(&TE], 2007), Barry et al(2008)2
el S, A AL B dAl FHJA R Bk, ey wAE ] =
Holl A Eopd oAy =24 4 e AV S, FHRE 2EE AT
H 2 4 Qe FHolu d¥ E= #Hololgt= FujAte] B7HZeithaml,
1988; Kotler & Amstrong, 2008; Kotler & Keller, 2009) = #AAZIE B
+d S8 8471 2 Zot,
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FAE WA AET tEo] AAZER|F Aol BrAA] S22 oA
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A5 A ggaTete] Bay 2 ay

B2BA= oA AH| A~ Ed 9 BA9} TS 5 fAe| dEE A4
T2, Woo and Ennew(2005)%= IMP A&2-g 6714 24| B2B HEAH|
2 4 W7E 9lo] AANEE e} PFo|ko] FAHAQ JFS T )
th. Henning—Thurau and Klee(1997)AGollAE #AS] H-2 HbEujdy
T FFe mHH skl Liang and Wang(2005)9] el A A
T2 ARE W2 SR S AT Sshith T3 EAlo] B E
AP AT (Bolton, 1998 ; Macintosh and Lockshin, 1997 ; Dick and Basu,
1994)o|l M= TAA] do] e P54 T4 S82YI FF= v
NI/ A

=M= B2BAH| 2o IMPAZ AR RES 487 Aol A=t
H=F(2007) B2BAH| A EFHo] S| 382 dFS il sl

FBA(2013)2 ABIAEFET IARS 210 FAHA FFS AL, AN
2 A=l 344 = mAH o
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A 1A ARy

e A dAE2 ARk NEH oled wWide vgeR IMP A4S
28 REoA AARE oA ThA] ME| s FAE 2] A/ AN we, AT
A weh JHWL AR weh g, A-go] B2B AHAA ZAelA B2B A
vl S48 AisteAld] i d7-E St B2B AFAA vHAR S =4
o8 WAANZ HFEY FLdoM IAHE A7 IEQ IMPOIA, BATAH
I HEYA ol FolA AT FEAet A Tl AeAege
& Aol LA B2B Aol e FuiA-ggAEe] Aujs F4
dolde IMPER2REEEC]l 7 Agsittal AetstRtH(Wilson  and

Mummaleneni, 1986). B2B AH|AZA-S A ZAA7L A Fufz}o)| Al A|-5-5}
= AMHAE W3tk (Homburg and Garbe, 1999). oJof 2 A= B2BA]H]
AEAS B2B7|9)C] Ao Z.
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>

B2Bo| SlolA+= 1A HAFTSE 2 /AE AT AZE AH]
o] gL ZFxEojoF & Aoltk(Bendixen et al., 2004).

ol &2 B2BAH| A EfAO R QIS Hh FR5%|= o] Halte}
o o Qlth B2BAJH| Ao QlojA HElE= AB[ZEeES] Ao AIZE FAA
A Fi, YoprtAe Ho & Fuf 7]8lE £ 4 Aoh(Roberts and
Merrilees, 2007). T3+ 72qt AH]A Bt A EZ MUAE IR
k= AMEE, SaARRb iR BARE 22 oy Helo] oSN FAdEH
(Berry, 2000 ; Gordon et al, 1993 ; McDonald et al, 2001), ZZZof|A] &
e ddt AHlA FHS ATl ATE 7PH A DoBerry,
2000). A= B2BA# A B2BABIAFEL FuiAZE QA5 BHRE ofn]
A5 FINATE 8% 8<lojztar & 4 Ut

metA 2 dAqte 3EAe] AH|AgEdoe] moW FaEAte] HilEoln|x|rt

obark Mg HYstalrt,

H

H1 : B2B AH]AFE2 HAHE ow]z]o] 342 Fd= wE Aot

2.2 B2B AH|AaFdo] B2B #A 3] uXE IF

Wl LA BA5E 2 2EA] A4l 98 9T wAGT F 5
otk Z B2B MHIAEAS TS 2 AdEC 50| £245 PUAES



o 3 A% el el ke WS YA dn o] wet EAHoz
Z U T=(Caceres and Paparoidamis, 2004; Kang and James, 2004 ;
Woo and Ennew, 2005) ZEx= IAG2G37HVenetis and Ghauri, 2004)&
Ae 4 9 Aol
gebd B g Zage] AuaEdel ko Fujre wAmEd
2 J

AGALTE Vehls BAMTE ot

H2 : B2B AH|A E22 #AAT | &

ol
L
r [¢]
of

olt
1
=}
il
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s
s

HHE ojujx= HHEE 2pE2]olal, FAR et FEEHAAA T £4

JEH(Webster and Keller, 2004). Z}otal FAZQ1 EHE
ojm|=E ZHAAL Sl 7192 B ofHal, aA QIAAFe] 3oHl §14]
£ AsHA =i, o9 Ax= st By 995 AYA Foh(Carpenter
and Nakamoto, 1989). B2B AJH|A Bt TS 3F Holdt HAIAG
2 Qo) welala, vRE A Ad 17 Al 43HeR Sustn
Ut A= 2AU e FAALolAl dEsty] fls sfoF k=t o]
g B2BAIH|A 7|3t n It BE ASARgo] BHAE onzE Zohrt=
gl=°] "Hh(Davis et al., 2007).
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2.4 HARAR o wEEo] Azjelo] it 4%

HAA A= S59A A8 AR uFoleof QlojA Fagt
TH(Doney and Cannon, 1997). 1 &<t AFAZ AJFofAe] Lozt
FA7e A7A P RS BAsteY 2| WRoHT 7]

G BAE BT AN B DY APAE] el Qo
o = FuiArer SEA ko] ATE o2 alEel o 72}7@} LRI %]
5o |

N T
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N o 1o

B9l el ol o ol m}a} At

Al = 5
Aol g4y oq:rLX}—U}E’r "*ﬁroﬂ EH‘_ Aol M=z t=27] o
LA 1S ST ol G2 A2y e ¢ 4

1998, 2003; M=, 4434, 2006).

o5 2(2010)¢] oq:r“’ﬂ/ﬂ—rr— FojRE SHoA 0] FAA A GRS Lot
B7] Qste, a4 (efficiency)™t &7}/ (effectiveness)®] SH-S 12 5HAT
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" A T AU 244 SHES AT 33559 §Hol & o
7o 24 Ar2 ol gHUH. A= £F Wd= AEsH (E 3-DI Eoh
<L 3-1) 2w =3
TEE | SR T RE | BT T Dani g
732 351 (48.0%) 16 335

3.2. AEA +4

B ool ARz 7+ fgel X A77HES AAskeY o2 ZA7t
W B2BAH|AZEATY Aol IMPATRRERE TEu I AR
Ab 71 SA8YES At |- IMPAS g R A

on, IUARTE 7l AAS FARARRRY
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£44(2013)
Ivens(2005), Geyskens et al(1995)
A 3} 4
Morgan and Hunt(1994)
Oliver(1980)
AR 1| Zeithmal(1989)

al. (1992), 9 A+7olA AMEH SHFES 2 Aol s #7415
of AbgstA.
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AZ/AR2TE3 | 349 @A S5k AFY 54
A/ ARl 2wE | SAe] S FEATIE AE B
AE/AH2wes | Y B85 "Z“lﬂL HEEME
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A}S] 14 _]_]__9,]-2 ,(1)_304 7] 74EH
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8(2.4)

3000] 4
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A2 A egd 2 AEE By
21, e 24

= AFolA A W] B HAE flste] S-Eal AE/AHs
W, AT, ArelA we, @] B2BAR|AFAY} FEHR B
oz AT tistol HAA adi2dS A

TALRNE FEo17] flote] FA4E Wi (principle component method)o] €]

o
38
e
Ko
rln
I
o
rE
>
rir

= 1
Ao B9 16 @S S48 A48 RE Whel AAe
@ B4

“H(standardized

frak(eigan value)o] 1.0014, 8.AXA]7¢

St 0.500] How o} Fagh
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G 42 BYAG] R84
= AR/ A H| 2 A5 79 - A2l
29 AR wg weh
A&/ AE| 2wl PE1 763
PE8 710
PE7 706
PES .690
PE4 .684
PE6 674
PE3 .640
PE2 592
A2 e FE1 808
FE5 197
FE4 763
FE3 761
FE2 735
e COL7 .674
COL6 .670
COL1 .633
COL2 .643
COL3 .642
COL4 .638
COL5 .620
ARA et SO5 v
SO3 .699
SO1 .697
SO2 .672
SO4 .662
Figen Value 5.287 4.666 4,591 3.873
S (%) 21.149 18.665 18.363 15.493
FAMRA (%) 21.149 39.813 58.177 73.669
KMO=.968 Bartlett's x 2 =7632.518 p<.001
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FTEHE] sfgste BHE ofu|z|o] adRMEv= (B 4-3)3 Zo
ad24e AAsHT ffste] HolH 42 ARG dAdE 75 "I
t}. Data5=9] AAHAHL KMOAFE olgatglon, 08785 Lt} dlojg
7} AAetolch, Dol HES BanlenTE AHE AAolon] woly
o] oby Zom ekt wetd of Holet aRAS AAsd] A4
st AgeT Fae SUs 1Y adom FEHT £EH 2
disiA BEHE olmxlz Pttt AA"E FFo] glo] BHlE ofmx] 57
o] =5 Adsiart. dYE S 72.263%% e

(E 4-3) BAE ojulA9] QIR
iy
ael Zx9= i
Image 1 883
Image 4 872
HIE o]z Image 5 858
Image 3 850
Image 2 785
Eigen—Value 3.613
%), T %) 72.263
KMO=.878 Bartlett’s x* =1026.414 p<.001

E FTEHUFQ BALTY] 8lEE
AASE7] fIste] dlolEla=e] A} o
_J XJXJ/HO KMOZ]—/F—% o]%_s]-
At S E AS2 Bartlett7% S A
AOoE Uetylth. mEtA o] dlojEe 8RS HAlstr|o] HHsitt. A9
A3 Aufel ZUsHA 1719 a9lor FEHQIth & adlof tisiA &
AR FHstth. AA"E FEo] glo] BAET 47 E3}o] BF
At AWE SRS 85.567%% LHERtT

—1
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(B 4-4) BAETE] 2d&4]

B
8914
2 24%=

AV} LOY1 936
Value_S 935
Overall S 928
LOY2 900
Figen-Value 3.42
%), TR %) 85.567

KMO=.860 Bartlett’s x? =1262.572 p<.001

2.2. Wig9] J|&5 A% NS AF

B2BAJH|A ZA9] Alggi 972, HIAMT olu)z] 902, A= 94202 70 ©]

Ao A4 AR Slolel Azt =S olgatict o=t H=e] Frigl
o] 3 ojsteld AL AT 4 Yk o=} H=rh BE Arfgt 3 ofstelnz

3) Nunnally, J. C.(1978), Psychometric theory(2nd Ed.). New York, McGraw Hill
4) o]4d(2014), EasyFlow 3]FEA, Shl E3At
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(E 4-5) AEo) 71&%A B AFE
Ar N M SD Q= Az Cronbach’s
A& PE1 335 8.44 998 -.159 -.367 928 972
g PE2 335 8.72 985 -.276 -.628
PE3 335 8.63 991 -.103 -.962
PE4 335 8.58 1.012| -.104 —-.868
PES 335 8.51 1.023| -.079 -.784
PE6 335 8.47 981 .032 =.765
PE7 335 8.50 985 -.013 -.701
PES 335 8.54 .956 .081 =774
] COL1 335 8.76 .8881 -.074 —-.886 938
COL2 335 8.70 975 -.216 -.955
COL3 335 8.73 1.047| -.375 -.851
B2B COL4 335 8.70 1.060| -.218 | -1.068
A A COL5 335 8.60 1.050| -.251 -.829
=4 COL6 335 8.67 979 -.104 | -1.028
COL7 335 8.69 990 -.190 -.784
A+l A SO1 335 8.64 986 -.079 | —-1.044 911
g SO2 335 8.64 1.011| -.200 -.904
SO3 335 8.67 1.006| -.150 -.931
SO4 335 8.67 984 | -.144 -.940
SO5 335 8.68 980 -.138 -.857
PR FE1 335 8.92 918 -.184 | —-1.157 943
e FE2 335 8.87 9921 -.430 -.814
FE3 335 8.81 1.085( -.384 | -1.165
FE4 335 8.85 2990 -.306 -.965
FES 335 8.84 986 -.263 | —-1.003
BHE o]u]z| Imagel 335 8.60 .873 .030 -.474 902
Image? 335 8.54 917 -.163 -.480
Image3 335 8.60 1.030| -.155 -.917
Image4 335 8.55 937 -.067 -.676
Image5 335 8.46 .956 126 -.826
A At OverS 335 8.53 811 237 -.355 942
ValueS 335 8.41 .888 .230 -.540
LOY1 335 8.50 .811 242 -.484
LOY2 335 8.22 .935 .202 —-.243
VAR 335 8.61 9441 -.006 =751
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Al 3 A t—test / ANOVAEA

3.1 gut EA ©E AE/AH|A 23 ZJo]EA
dut EAo mE AF/AHA W] 2ol t—test, ANOVAS HAISHA

o} Levene®] S84 AAS AAoto] FEARo] ofd Ho= t—teste} o]E

4F ANOVARQI Welch testE AAIstAT HEZE {23t o7t e AHS

A EAS AARIY, AR EALS ANOVAO A= Scheffe, Welch testoll A=

Games—Howell®] A}S BEA-S gt}

o,

=2

(E 4-6) YWMEA] W2 AF/AH 2 Wk ol EA

M SD t/F p Post—Hoc
2o (A X& 8.36 74 9.914 000" D>CA
(B) At 8.82 68 B)A
(©) 771/ 8.66 92
D) A+ 9.15 66
(B) oix/3= 8.71 74
JiiAdd FeEARERt 8.54 88 -.126 900
o gt 8.55 77
4 (A) 20 gk 8.77 83 9.509 000" D,A>B
(B) 20-49 8.22 .70
(C) 50-954 8.52 76
(D) 100-299% 9.06 83
(E) 300014 8.36 .60

T . Welch test & Games—Howell’s post=hoc test or OJEAF t—test

ARIEAe] w2 AE/AH|A o] ztols B Ay, Add

(p=.000<.051 AL H (00D w2 2|E/AH] A W2k H

JE Aoz vy, FujEAAEL2(p=.900>.05)2 o7t gl Aoz 1

Efgth ARFEA A, 7 M=9.15)2] AH|A wgko] A 7]/07d(M=8.66)

T AeM=836)Htt =91, FAHM=8.82)0] A&Ht} =9rh A%
2 A Z/quAnge] 2ol 100-299% (M=9.06)7 208 1]THM=8.77)°]

294 20-498(M=8.22) 29| 7|dHT} &2 ZAoF UEy
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Welch testE AAISFATE e 7F §o05k Zol7t Qe Aol AFFEAS 4
Algtth, ARERAL ANOVAoJA= Scheffe, Welch  testol| A=

Games—Howell9] A% BA4-S gict

(E 4D QRO BE B2 HolA

M SD t/F p Post—-Hoc
Ao (A A& 8.47 79 25.138 0007 D>B,CA
(B) F4F 9.03 73 EB)A
(© 7A71/94 8.72 92
D) o+ 9.54 A7
() A8 9.12 .80
TFuEgd FEEAER 8.73 89 513 608
T G 8.68 84
A5 (A) 209 mgt 8.92 85 10.816 .000 D,A>B
(B) 20-49 8.33 75
(©) 50-95% 8.63 .80
(D) 100-299% 9.26 75
(E) 300901 9.05 93

T 1 Welch test & Games—Howell’s post—hoc test

AWEAe] wE @O Hols HA 2 958
(p<.000)e]l w2 FHFE FoJgt zolzt e Ao= yehgty, FuiAdAE
2(p=.608.05)-2 ztol7} gliz A= UehgTh

AFRq AT, gge gTM=9597 BAHM=9.03), A7/
(M=8.72) 11 A&M=847)Hct E%L, WHA/FFM=9.12)9t B4t
(M=9.02)°] A-&M=847HEt} &SIt 7|42+ A ¥4 100-299F8 9] 7]
AM=9.26)7F 20 1]FHM=8.92)0] 20-49% m|TH(M=8.33)Hr} & ZHo

= UERTH.

ot
i,
i)
A,
12
M
o)
o
o
(@]
=
i)
)
1o
TRy

O
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33 AUt EAO] TE AEH W FfolRA

it 4o mE ARe]A w@e] Zele t-test, ANOVAE AHASHIH.
Levene®| &4t AAS AHAISH Fi4ate] ofd AHfoll= t-testt oAt
ANOVA?Q! Welch testE AAISHATE et 7F {olgt Zpol7} Q= 7ol A
SHAS AAg) AAZERAL ANOVAO|AE Scheffe, Welch testol A=

Games—Howell9] A% BA4-S gict

KeN
=
=
=

(E 4-8) QEAe] T2 A1814 e Aol

M SD t/F p Post—Hoc
21 (A) A& 8.42 74 22.689 0007 D>CA
(B) B4t 9.02 84 BYA
(©) 7#71/1A 8.74 93
(D) i+ 9.49 52
(B) tix/3= 9.09 99
ToiARE FeERAER 8.70 88 504 615
oGt 8.64 84
24 (A) 207 w9k 8.90 88 7.947 .000 D>B
(B) 20-49 8.40 .79 A>CB
(C) 50-954 8.49 78
(D) 100-299% 9.16 12
(E) 300014 8.45 53

T 1 Welch test & Games—Howell’s post—hoc test

ARFEAo] wE AR wEke] ztolg AR Axt, 2 (p<.00D) 2]
ALH(EooD w2 AFe]d wek2 folet Zpo|rt 9l Ao=m el
T A AH-(p=.806).05)-2 o]z}

AFSRA A AE|AE wEke oWz BW of(M=9.49)7F A7]/e1A
M=8.74)%} A&M=842)Ht}t =3tom, FAM=9.02)°] AHt &2 A
oz Ygyth Y4 H2E 100-2998(M=9.16)9] 7]¢jo] 20-49% wm|gt
(M=8.40)Et} =9kor, 209 n|vhk(M=8.90)°] 50-95%(M=8.49)2} 20-49
PTM=8.40)Ect %2 Ao Z Yelyitt
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LeveneJ

ANOVAZS! Welch testS AA|5Fch A go
AFEBALS ANOVAOAE Scheffe,

THMS A 3
Games—Howell9] A% BA4-S gict

Tk

=%
—ST}U

SPNE-ja=

258 Aol B4
5 @] Aol

t—test,

ANOVAE AA|stAt.

S AAste] SHAto] obd AL t—testt o]HAL

g Aol7k Gl Ao A

Welch testo]| A=

(& 4-9) dHHEA ] g A5 et ZJoliA]
M SD t/F p Post—Hoc
21 (A) A& 8.60 85 37.569 0007 D>CA
(B) At 9.60 54
(©) 7#71/1A 8.81 92
D) A+ 9.73 43
(B) tix/3= 9.33 .60
ToiARE FeERAER 8.76 93 -1.354 177
oGt 8.90 88
24 (A) 207 w5k 9.11 91 11.598 .000 D,AYB
(B) 20-49 8.51 82
(C) 50-954 8.69 85
(D) 100-299% 9.40 63
(E) 300014 9.38 61

T 1 Welch test & Games—Howell’s post—hoc test

[¢]

1h=|

gl

e

pELR

(M=8.81)=}

ot

TS Aol
<.

A 73—]},

= xﬁ‘j

A

A& (M=8.60) Rt}
(M=9.40)7 209 w]¥H(M=9.11)°]

: ﬂﬁelﬂm%~%@@-@ﬂ,ﬂ
tg(p 000)o] W= AL WIS
AR ARL(p=.177).05-2 o7}

e Z

47 -

Hﬂ <001)_L]- Z] OJ

o= ehti, 7

+M=9.73)7} 771/

(o) P
2 g5

d42=

100-299
= ASE Ye



3.5. Qb EXo| w2 B2B HI:E o]u]z] jo]R A

At EA4Jo] whE B2B HIHE o]n|z]9] zpol= t—test, ANOVAE AHA|SH
At Leveneo] T4t AAe AAISte] S&4te] ofd Afolle t—teste} ©]
=4 ANOVARQI Welch testg AAIsHATH ASZE f2Jd Zpol7t Q= 3¢
of AATEAS AR AFFEAL2 ANOVAOA & Scheffe, Welch testof| A
+ Games—Howell®] A% EA4-& bt

(E 4-10) Y¥HEAY wE B2B Hal=o|n|z] zjo]RA
M SD t/F p Post—Hoc
219 A) A& 8.34 .69 13.975 0001 D>CB,A
(B) FAF 8.59 70
© A71/94 8.70 91
D) o+ 9.25 .60
E) /3= 8.99 90
T2 i E7gAzt 8.53 86 -.366 J15T
Fuf 3R} 8.56 77
AP (A) 209 w]qt 8.68 83 4.144 .003
(B) 20-499 8.37 1
(©) 50-95F 8.42 81
(D) 100-299% 9.00 85
(E) 300704 8.83 1

T 1 Welch test & Games—Howell’s post—hoc test

AUFEAlC] w2 B2B HA:ME oluz]e] ol BAMG Ax}, o
(p<O0DT HYSH(PCLOODI T ALsl8 REL feld Folr} g Ao

2 uehgta, FuiaFEE2(p=.715).05)2 A7t gl Ao R uEpyitt

AR A, BRHE oju|z] AdgEE BHH tf(M=9.25)7t A7]/d4
(M=8.70), FAHM=8.59) 17|11 A&M=834)Ht} =2 Zo= Yeli,
A 2L 100-299(M=9.00)0] 7FF E& Aog yehyth
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ddt B4l mE TAAEHS] Aol t-test, ANOVAE AA[SHATH
Levene®| 524t A4S AAlsHo] %%i’rﬁol obd Ao t-teste} o]EAL
ANOVASQ! Welch testE ot :‘(}017} U= Aol A
FTEAE AART AAFEAZ ANOVAOHH—E Scheffe, Welch testol|A]+=

Games—Howell9] A% BA4-S gict

LI
{12
>,
SL
38
o
i

\l

(E 4-11) FHFEA]| whE PA 3} 2to]EA]
M SD t/F p Post—-Hoc

Ao (A A& 8.21 .63 8.651 0007 D.CBYA

(B) FA4t 8.63 .60

(© 7A71/94 8.66 1.05

O) 9+ 8.84 67

() A8 8.48 85
TFuEgd FEEAER 8.36 81 -.921 358

T G 8.56 79
A5 (A) 207 =gt 8.55 83 5.534 0017 D,A>B

(B) 20-49 821 67

(©) 50-95% 8.35 85

(D) 100-299% 8.98 72

(E) 300901 8.50 84

T 1 Welch test & Games—Howell’s post—hoc test

11

YUrEA S T BATRY] AfolE BAZE Auh, A H(po0DT AP
H(p 00D W AF2]A wehe §oldt Atolrt Q= Ao g vy, Fuf
AR PHL(p=.358).05)2 ztol7l gl Ao@ epyt

AR Ay, A= AgEe HE O giFM=8.76), A7I/IA
(M=8.66) Z18]3 FAiH(M=8.63)0] H&(M=82D)HEc} && Aoz Uehyto
o, 2 E2E 100-299%9(M=8.98)3 207 m|THM=8.55)7F 20-49%
M=82DHt} &2 Aoz Uet

e
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Al 4 A gy a9l B4

= A7ollA AHSE W T FEYEY AT SolutionT=E A<k B2B
Mu|2E5d3 BRE ofulx], @AM dHsiM 97 el THEEAe
st7lel 9A ZF SAReE] ddAdde AAsk. Ao AdEE 4
Aotr] fste] x* , CMIN/DF GFI, AGFI, CFI, NFI, IFI, TLI, RMR,
RMSEA 2|55 Atgstlen] Agmel digh #d 7|&2 (& 4-12)9] =
AgoirkeEE, 2012, AWEE AN gt A
(Modification Indices) @ XFZHPar Change)E 7|22 AL} 1F ¥

Bake ASIETHSEE, 2012).

AUE A% Qw48 = = avelAo] 48 %
x* AA p>.05 -

"""" CMIN/DF 3ot g% T 3ol
e 9ol o4 T 9ol
oA

AGH 8ol o An 9 S
Cem T 9ol o5 T 9ol
"""""" NFL el e T ey
""""""" 1 R PSS
"""""" TLL 9ol es T ooy
"""""" RMR U 0selst s 7 05osk

05 ojat o5

08 ol3t ol A 94
1 ofst HE 2z 08 ofst
1ol 28 27t

t

o]

5

ARSI AR EE ERlstinh

QelFsgT fods gelgtel ol QRIRsHEE EESHH QQlFsHE
oading)°] X4 .50]4o]ofof 5tH, 950|H Friil &

e 7ol el BEE]). ol HEe]l BARA  {FAH(CRD1.965

p=<.05% g7 2Qlslojof qtrt. AVE(Average Variance Extracted: &

—_

(standardized factor
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HEE)E
o Algel g
AVEAZ o ¢}
FIUTHEFL, 2012).

=i
MN
)
ri
ko

i
_O'L
ofl
lo
>
s
)
il
1o
]
filjo
<
AN
ol
rid
ko
o
Ir
SL
ol

to
)
2 S
1o
b
o
fu
Lo
fr
N
)
o,
=
sl
O
=
=)
o,
e
-
5]
2.
(@]
=
[S—
O
o
=z

N
o
o A
=
)
(W]
o
o
e
g E
i)
oj
iu)
ofl
ox,
S
o
rlr
N
o
fr
N

, AVE

T
E

AVE=

W@ 4122 (Construct  Reliability: CR.) %+ A E(Composite
reliability) = E2348 Qolgster go] ARe BEoE ao¥shE go A
B3 oARue] gz the golnh AdAsEe] A2 oljel 2o,
AR gho] Tolgold HIFEHIACl e Zor TFIATHSFE,

2012).

st =

ATA7E Yofof itk Aoltt, B Ao AR FdEAN =250 T
JETH ABASo AFES ASlsH= F(AVE) 0% TEHelGAo] = A
o2 7FEsttHFornell and Larcker, 1981). = FAZNE 7F AAdA IS o

=
3 959 AFTolN BELA FUHEAATHO+2X BEA) 18 XA
(e}

5) Hair et al.(2006)2 Fornell & Larket(1981)9} 22|, VE (the average percentage of variance extracted)gtell T3l
=1 22
o3t 2o AS AOIIAL. =l ATk 77 b ke Alnd VE = (2 81787
=] ET = Uorxe. T4 2T a4 = U= =D - Z:;GH#"O/\
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4.1. B2BHH|AZA 17 QoA

2 AdFods IMPAE g REoAM AEeE 67HA] AFd Foll AlE/AH]
A, ARl wEh AR, @A 4714 Ade = ARE 5971 A

od
_O‘L
9
=
B=)
L)
R
oo
N
o5
R
=
[>
o
i)
l
ol
£
1o
-
o
=
jui

AASte] YFetd et MHerGAS AT

FolA QlBA AWE AWHEW x? =477.589(p=.000, df=269)S <]t
e HgE AFE2 BE dWEs Alsty dE ez ueht
(RMSEA=.048, GFI=.904, CFI=.972, TLI=.969, NFI=.972). HZe}3A
(convergent validity)?t #&et X HEE HAoHH E PFo] 92l Folgfo
A7) o]AH(A).50), CR(0.7°14), AVE(0.5014) dA] 71%4] ooz A
Aol EAI7F gl Ao® SHlEIth(9-EE, 2012).

sheld @A Ante AmEY cheo] (®4-13)3 Pk
(E 4-13) B2BAH|A #4 tigh &elA QQleA] ZHit
EATE i?—_};} ii t-value p CR AVE SMC
AZ/ A — PES .873 Fix - - 930 .626  .763
iy — PE7 .822 049 19.728  *** 676
— PE6 792 050  18.488  *** 628
— PE5 779 053 17.968 *** 607
— PE4 .790 052 18.407  *** 624
— PE3 812 050  19.306  *** .659
— PE2 748 053 16.801 *** .559
— PE1 679 056 14517  *** 461
k| - COL7  .930 Fix - - 940 692  .864
— COL6  .862 037 24979 kx* 744
— COL5  .766 046 19.142  *** .586
-~  COL4  .828 042 22572 *** .685
-~ COL3  .790 044 20385 *** 624
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—  COL2 188 .041 20.309  *** .622

—  COL1 .858 .034 24,618  *** 135

AF2] A - SO5 901 Fix - - 914 683 811
mAdy - SO4 .838 .044 21.356  *** 102
— SO3 .854 .044 22207  R** 129

— SO2 126 .051 16.451  *** 5217

— SO1 194 .046 19.244  *x*x* .631

A Bt — FES 910 Fix - - 944 683  .829
— FE4 .870 .040 24244  *** 758

— FE3 .847 .045 22,779 *** 718

— FE2 .854 .041 23.164  *** 129

— FE1 914 .034 27471 FE* .835

e x* =477.589(p=.000,df=269), CMIN/DF=1.775, GFI=.904, AGFI=.885, CFI=.972,
NFI=.939, IFI=.972, TLI=.969, RMR=.027, RMSEA=.048

**% 5001
0202 (I 4-1H0oA BHEIGLEE BA5H9tt. WA HHd24 254t
o] AFE 7+ AALo] AFge Aslshs A (AVE) 0?) BEetGAo] 9l

Ao g 7+FSH=(Fornell and Larcker, 1981) W oAM= AaAS: 5 7}
T AL 85T(AB/ AL weht A=A AAAT= 735(.857%.857)
Slo} AVEZLECH A2 geiel e £ Aos veRd,

o rr

e

(E 4-14) B2BAH|AZA wrdebdA BEX(AVE)0?) Axt

A=/ A8l A _ _ _ _
Ry 49 AsA mg ARRe
A&/ AE 2 w3 626
EE .857 .692
Are)A w3k 814 .848 .683
A w5 714 .824 774 .683

T T WA e AUE 7 ABTAS BelFl ALl =T
]

1S x3olz] A8 Bs de BRE 4 HEE



2] ABALC] ARl 18 EFeHA gobd WEEgEsl SuEgl
T2 5 gk B (E 41D T uA ge] waeE 43 23
£ Ay

(E 4-15 B2BAH|IAFE BEHEGAY 241(Q £2x ®BF2Po] 1S EFsHA

A"’?;)]# Eig)x} (@ +2x EZQ})
AE/AE A TS o B 857 061 735 ~ 979
AE/AB L T o ASH B 814 058 698 ~ 930
A/ M A T o ARDE 714 056 602 ~ 826
@« AgA 1@ 848 064 720 ~ 976
g o« Arug 824 063 698 ~ 950
N RS AP L 774 060 654 ~ 894

$EWQOI1207 THEFFHS A% el gt 2wt g 4 Yt
stdct. ole] B A7AL F WA WHHEE AF, Z (02 xﬁ%ﬂw ]
12 EPSA A B el Ave] ot BBANAEDS 2 A
71 wEetgEl suE 0% Sl

N
N
E)
X
lo
oy

0,

X,
ko
[T

MV

B ojmxo] gt geld a9l F4 Ax, (& 4-16)7% do] RE F
>.500 22  uERton,  CMIN/DFe}




(E 4-16) Bt olm|zjof thgt (FZ)SHQ14 a3l 4]
zxs EZ

ZXE J;ﬂ; 2;} t-value  p CR AVE SMC
Heitolnz]  —  Image5  .814 Fix - - 930 626 .751
—  Imaged  .849 057 17.863  *** 496
—  Image3  .802 064 16510 *** 642
—  Image2  .704 060 13.924  **x 721
—  Imagel  .867 053 18341 *** 663

Ak x* =18.424(p=.002,df=5), CMIN/DF=3.685 GFI=.980, AGFI=.940, CFI=.987,
NFI=.982, IF1=.987, TLI=.974, RMR=.020, RMSEA=.090

#6% 5001

Biel?} Aaker(1993)= “A&Eol|u|z], A8} ofu]z], AF

=
ofalA” & AZA oluA] AL BAE ofulAe dge] LAY

2
_O|L
rg
>,
-0,
aln
>
e
-5
|
e
|
o,
=)
Ry
o
re
o
2,
=)
WJ
of
)
o o
of
o
|m
e
|

73 FAEel B4 71l el 7 e 259 Ay o #E
AE, Aol Sk & 5 el <, 2007).
Fx Sl Q174 4
Aoz Yehyg $£A24 (modification indices)?} 7F =
change)7} & Z3H9 Imagel (AHS FEdh= o]} Image2(12] &

I
NAQ oluA)e] Ao} 7h] BRAS AHY T BAL NStk
Al

ol A7t gl Aoz YeHTH($FE, 2012)
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=Rkinss A i;ﬁ t-value p CR AVE SMC
Ba#icolnjz]  —  Image5 .835 Fix - - 917  .689 .697
—  Image4 .840 .055 17.851  *** 705

—  Image3 .823 .066 16.061  *** 677

—  Image? 710 .057 14252  *** 504

—  Imagel .855 .051 18.279  *** 731

Ak x* =11.366(p=.023,df=4), CMIN/DF=2.842, GFI=.986, AGFI=.947, CFI=.993,

NFI=.989, IF1=.993, TLI=.982, RMR=.014, RMSEA=.074

*** p001
BAE ojm|xe] gt Mzt 22HHT) 1A aQl B4 Ang s
W (E 4-18)7} Z}.
(E 4-18) HAL olmz| 9] geld aley Aik(Fz, %)
jﬁg x'ofdf o ICSII:/[ GFI AF? CFI | NFI | IFI | TLI Ré\/l ?é\[/i

18424 | 5 | .002 | 3.685 | 980 [ .940 | 987 | 982 | .987 | .974 | .020

P b

.090

11366 | 4 [ .023 | 2.842 | 986 [ 947 | 993 | .989 [ .993 | 982 | .014

074

Hlxmomnem
ofi b

A7 Imagel-Image2 @23
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gt el Qol BA Axl (F 4-18)7} o] RE gE9]
A

QoluslEke A oA A).50) 02 e oL, CMIN/DFF RMSEA A

i
=5 J;% o t-value p CR AVE SMC
wAA®™  —  Loyalty2 .853 Fix - - 957 847 728
—  Loyaltyl 915 040 23146 *** 837
—~  Value S 917 044 23264 F** 841
—  Overal S .910 040 22,895  FH* 827

AT x* =10.818(p=.004, df=4), CMIN/DF=5.409, GFI=.984, AGFI=.920, CFI=.993,
NFI=.991, IFI=.993, TLI=.979, RMR=.008, RMSEA=.115

7F 7V A3 BE4®eHpar change)7t 2 SAW4?l Loyalty 1(AFul) 2t
o

Loyalty2(38:8)9] 2403} 7] FHA

B 4200 FAY T e (@F)Te1A 89l B4

e Jr;ii} i;ﬁ t-value p CR AVE SMC
AT — Loyalty? 834  Fix - — 957 840 695
~ Loyaltyl 900 039 24018 *** 811

—  Value_S 925 .048 21.866  *** .855

—  OverallLS 917 .044 21.617  *** .841

AT x* =2.005(p=.157, df=1), CMIN/DF=2.005, GFI=.997, AGFI=.970, CFI=.999,
NFI=.998, IFI=.999, TLI=.995, RMR=.003, RMSEA=.055

*5% 5001
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AT et Azt 22HHE) FolA Qo HAMo] ZHAFE Aol
(& 4-18)3F Zrt.

GE 4-21> TART B1F 4R Az, AF)

CM
T4 ; AG RM | RM
A4 X df p ISIF/ GFI I CFI | NFI | IFT | TLI R SFA
2y
2 = 10818 | 4 004 | 5409 { 984 | .920 | .993 | 991 | .993 | 979 | .008 | .115
]: e )
o] | _
Z
o j 2.005 1 A57 f 2005 {997 f 970 | 999 | 998 | .999 | 995 ] .003 | .055
2] <]
TEAAA . Loyaltyl -Loyalty2 22§}

- 58 -



zqngel Agze Ao Aol HYEE AF
He AN WA ZHnge] AgEs} AnHos
g fzot AdetdEst 3 2
S oolth AR AREe AUSFE} AFHE PERFRYL AY T 5
Atk Azl AYEES AASH| Yste] x?, GFI, AGFI, CFI, NFI, IFI,
TLL RMR, RMSAXGE AHgstglon Agme] dga worlze (&

4-225 9] 3F& A8t tH$-FE, 2012).

M1

ojN o
L)
g
-
EN
K
ol
Mo
o)
flo
>,
o
9_[5

(E 4-22) 374RY9 Ade w7+
A= A5 Auty 54 71 2 Apoxe] A4 7%
x” BA p>.05 -

"""" CMIN/DE 3ot es 3ol
CUGH T e e 9ol
Y

AGH At S
Cem 9 ol 9% 9ol
"""""" NFL 9o ex U gem
""""""" o 9o es T e
"""""" o 9eres g
"""""" RMR 050l e% 0sels
T s e e

RMSEA w2 ]i}%?;;i%%# 08 o3t

1 o1 58 87}
THE 8 1E S ER012)
sholn aoRHe Falo] AFwrl strE PANGe] BE ZAWs|
Wtol Z4Rg RAe AAstgd. SYRgel Aghmd] et weslEe
(E 4203 o] Be F=9 allRstgoe] A2 o4 (a=.50)2= et
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A= CRO.TOI), AVEOSCIMDoR HEeidgel 247t g 2oz e

[e]
HOH(FEE, 2012). B A¥E A7t VIEs USohe Aoz UEH.

=Rkias Jl;?;f} ii t-value p CR AVE SMC
B2BAH|A — PR, 824 Fix - - 945 810 .679
=4 - AR Eng .871 .051 19.688  *** 758
- EE 913 .050 21.249  k** .834

— AFAH2TE 873 048 19790 *** 763

BdH= - Imagel 859 Fix - - 915 682 738
olu] %] — Image? 726 .057 15.663  *** 526
— Image3 .802 .060 18.304  *** .642

Image4 .837 .053 19.687  *** 700

— Image5 .823 .055 19.121  *** 677

AL — Overall_S .926 Fix - - 956 .845 .857
— Value_S 912 .037 28,785  HE* .831

— Loyaltyl .906 .035 28242  RE* .821

—  Loyalty2 847 045 23568 *** 717

AT x* =165.416(p=.000,df=62), CMIN/DF=2.668, GFI=.928, AGFI=.894, CFI=975,
NFI=.961, IFI=.975, TLI=.969, RMR=.022, RMSEA=.071

**% 5001

| q (Fornell and Larcker, 1981)
o A= A & 7P 2 AL 682(BdHEo|u|z)9} WA THEA 2

o 1 B2BAU|AEA P2
HEEA5(AVE) 8103 BAYHY BREAZEASFAVEETG wonz
BEHoR WHHYAS shusy ddn & 5 ot



(HE 4-24) TEEGA BA(AVE) 02 AT}

B2BAMH] A~ F B Eolm| 7| AT
B2BAH| 25 .810
HA S o]n]z| .869 .682
YA 843 .909 .845

(E 4-25) Wietdd BA(@+£2xBEQAo] 18 xehatA] o] A

%?ﬁ# ifgﬁ)ﬂ (D+2X EZQ)
B2BAH|AEA «» HellTolm|7] 869 048 773 ~ 965
BOBAHIAEA « P AT} 843 045 753 ~ 933
BaSo|u]] « P4 909 047 815 ~ 1.003

7) AL TPNde Uelis AAeet B50e] wAoly] g AFEEAdo] it A 5
NS & deiz] Folal ke ofujolnh. o @7t NS F UEhiAl 2 Aol
TN e TR vERgde SAUtE A2 2 guE A x| mEel g2 weld wdEd

it R Qe ozt $A412 29E o @ol HEusky QIrheFg, 2012).
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(Carpenter and Nakamoto, 1998).

FA3 274

of tigt o7}t Fo

=

AL 7HAA Fck(Davis st al, 2007). & 2 Ao o] T

A2 99

5

7 el 22, B2BAH 2O of

Mdez A

ki

wot AR} §4b

o

el

R
ol

V3

A

Al 6d 7t

ol
%.O«O

otk AMOS 19.0& o]8sfo]

S

o =
= d45

A

3
U8

IR I

Zo
4l

o] A

o
=

MLE)

A H (Maximum  Likelihood Estimation:

N

A
T

4-26) 2} Lt

e
ar

on AR <

Aoz ek

s
1—

Z =
—.lTO‘I'

(E 4-260AF 2o o

RMSE

071

3

ol
=

RMR

022

ol
=

TLI

.969

ol
=

IFI

975

Ton
Jo

K

NFI

.961

Ton
=

CFI

975

ol
o

K

AGFI

894

8017 | .90/ [ 9014 | .9014F | 901/ |.0501H.08°]

ol
=

GFI

928

9ol

Ton
i~

CMIN/

DF

2.668

3

39]

ol
o

K

df

62

x* (p)

165.416
(.000)

S

el

_z__u

™
o
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6.2. 714 AA

6.2.1. 71274473

7|2 7

—

-

AAA A= (F 4-27)¢F At

(427712 7vd4dd A
vazst| 52 | mzs A
H(A= : R.
HE= A | ex | Ax | R P |an
B2BAH|AEH | — BalEoln|7] .880 .055 .869 16.097 | *** | 2=
B2BAEI~ED | — | wA4T 222 | 076 | 219 | 2920 | .003 | A=
Bisolmz | — oA A 7 719 | .080 | 719 | 9.008 | *** | =
* (05, ** pd 0L, *** pC 001 204 Solgt.
BAAINE (OY 4-1DF Zo] aho2 A
= R2=0.755
B2BMH| A~ E |
““*—EE'_HiDlmIE

e L B

o=

0.719%**

0.219**
» 2tA S gt

R*= 0.838

" 4-1 712718 AA428%
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A, B2BAH|AFEAo] Hifltoluzlo] u|zl JF2 HZAL7E 869
(C.RZ=16.097, PLOODZE golstA] YER} B2BAIH|AZ A o] =842 Haj
Eolu|2]7} EolxlE Ao YErT.

4, B2BAH AR AT ulA]Es FF2 A2A7 219 (CR#®
=2.920, PLODRE oI5t Yert B2BABEIAEZ ] 452 AT} &
o= ZAoE UERRlT]

AR, Bisolm| 2|7t IAGI vlA]E FF2 F2AS7E 719 (CRE®
=9.008, PLOODE FO|5HA WEh B2BEIHEC|R|Z]| 7} Fold4-5 TAA
o FAHA FFS HA= A= HERT

6.2.2. +FHIE=EY

& AFolA B2BAH|A0] Aol FRor TAF|RTL A
M| A, £24 55 133 /1A gt 2

A
o
B2BAHIAZ 0] AR fgt A

2

4

N
>
ol
oL

L
ol
0l
B(\Y
ox
s o flooreorir

¥ Lok o oot

2
rO

oli

—

N

1

N

2
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fu

of
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lo

fu

Jo

1o

st

2

i)

N

52 0L or

r‘ﬁrrlmi @R =

g Ao 2 Ay

I-EEE,EETOE

Mol E g

ﬁﬁazro

o oy, S
bu |o fp
2 fu 2 u

EF—‘?LrRL
oE N 2

° g M2
NRCI
N

o
1%
2
=
I
i)
¢

i)
k=l
=
I
i)
@
=2
oft
ne

ﬂd

)
fr X oft >
o) e
o =
off K

Mr o
2o

lo
4>
x0,
rr
N
|
H on
L
_OrL
N
(]
:qg
o)
v)
ol
)
L
o
o
ko
ro

Kl

AEFFAS AS5H] felAE S485 YA (measurement  equivalence)©f]
o

izt 4ol "HQasiet, Myers et al(2000), Mullen(1995)= SHsd4ds <
ol5t7] Q8] deHlo] ZAdA oz HAH kR (unconstrained mode)FE|Z A
O7F ofw gt AloFk x| & ndlyt gRlEsEF FAddeR gRlEoEF A

FRE(A constrained mode)FE = HHZF QRIS FL3H AloFoh=

ndo] ztolE Hokh webA (E 4-28)3 o] modell¥t model29]
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(F 4-28) Mot 7+ waletdy] 24 A3t
model x? df GFI CFI RMSEA TLI Ax? Sig.
[model1]
26424 124 893 945 .058 .930
H] Aok
[model2] 4 x4(10)=16.07 891517
28031 134 887 942 .057 933
A Aok (model2—-model1l) oro

G 4-260°1H Ax7e vACE melat AoFREY x2Folg HojFui,

L EAHOR Go% Aold §7E HolZrh modelld model29] Ffel

L df=10¢ o, 4 x?=16.07(model2-model1:280.31-264.24)0] Ht}. o]=

T R Aol dehiu, of SAMoRE £ PW 7 fOl7 Hol

FRE G5 G URC] HEES BRI WAL, 1 REEIAE
d

02 o 18318 4 x*=1

m
i
—
o)
N3
A
o)
w
—_
o
|d
il
of
N
i)
o
u

E 4229 A7 AuE gl 72uy Baawn

HMaH =)

B2BAHIAEHA | — Bz oln|z] 716 113 7441 6357 | *r* | A

Bicolmz] | — TAA =} 872 .181 891 | -.133 | *** | A=
B2BAHIAEA | — A A -018 | .138 | -.020 | 4.822 | .894 | 7|zt

AL x=153.817(df=62, p=.000), x */AFE(Q7)=2.481,
GFI=0.879, AGFI=822. NFI=.845 RMSEA=.095

P Q01T ANA Folw

§) $EBQIID ‘958 249 T2YRA BB AR olsf' p.5530) X RERE F

=
o
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AR, 71478 AE Yo B2BAH|AFEL Heltoln]z|of w|X]
L gFe A2AS 716(CRE=6.357, p{.00)2& FoJ51A] et B2BA
H|AZAo] oW Heltolu|z]7} kol Ao vepydct
=4, 7HA73AE AuE JdoA Bsito|n|z|7F A At UW—E— I

73 Zh=—.133, p(00DLE §olstA Leh} Hsoln]]
7t gow 1741*@5 EopRe Aoz ura}wu}

A o] 71 EANE ddos YW (1™ 4-2)3

B2BAMH|~E X R?=0.553

..\‘__‘:_IE_EDUZHI;

R2=0.769
(Od 4-2) A= Heke] 71270 d44 2
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M(FE=)

B2BAH|AEA | — Bai=oln]z] 1.308 .184 749 | 110 | FrE | A

Bisolmz | — TA A 7 .620 .095 642 | 6.546 | *** | A=
B2BAH|AEA | — A 7} 392 163 232 | 2.408 [016**| =

AT x?=110.422(df=62, p=.000), x ¥/AHHZ(QZD=1.781,
GFI=0.908, AGFI=865. NFI=.935, RMSEA=.068

**p<0.05, ***p<0.01pEoA A Frofet

AR, 7HAZBAY A HgolA B2BAH|AFEL Hll=oln|z|o] miA|
t 9Fe A2A4 1.308(CREE=7.110, p00D) L2 Fol5A ueht B2B
| o Bcomz|7t FolAs Aor e
=4, 7R 1= HdoA B =olux|7} ATt 1 e I
2 AZAS 620(C.RE=6.546, p<.00D)22 FolstA Uep} Hi=olu|z|

7b oW PALIE %{-0}11% Aoz Leyl

ol A B2BAH|AF o] EAGTl A= 9
7t . 92(C R%=2.408, p<05)L2 [FO5tA UER} B2BAH|A
A= EotAs Alor Yy

NENVAARATE Doz Yepd (O9 4-3>3 Pt

n

2
N
N
i
oﬁ.
o2
)
=
rd
_,4
_l
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BEEJ\‘I H|i%m R2: EISE].

0.749%*=*
> =3 C oo
\_‘___‘_‘___

a2+

S
RZ=0.690

1Y 4-3 TEE A2 7EAE 4 B

VA7 IurE Huar AurE Jee] 7|1E7bd AaE Qofstd (&
4-31>%F Aot B2BAH|AEHo] Ao njAle FaFeoll SlolA HABEA
Y TS Jd2 o5t goy, 1nhE o2 FAH] FFS vA=
Aoz YERTh

(E 4-31) Aol 7127Md 34 23 v
Atz g aE G
= wzst [ A9 [ mxst | A
A | % | A% | o=

B2BAH| A - B coln]7] T44%** 2= T49% ** A =

Bl Eoln]7] —- AT 891*** 2= 642% * * ) =

B2BMH|AEA | — oAt -.020 A7+ | 232%* e

* p<05, ** p<01, *** p<.001
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A

Az aok

4=32>3 Zt

|

i1
ar

S
2771

A <
4-32) 7}

(<}

i

<

1
1

A3tg 2t

B2BA{H]
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A7 A FRA

7.1. Wi e EA

7.1.1. ZPAER& - LT

2012). WiZREE HAT A= (E 4-33)9 7t}

# 4-33) mijast 44 23

g 21 5
= a7} P &7} P gojq_ p
— B soln]z] .869 | .001 - - .869 .001

B2BAH| A=A

A 219 | .027 | .624 | .010 |.843 | .010

BEsERYe ofs E3uS BBAHAEAT SE5U4 B4
Fe

of B=oln|z|7t w7l
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7.1.2. Sobel-test(97} &7}

i EdE A5 YsiAE Baron&Kenny®] =it Sobeldgo] Utk
AEANAME= F= Baron&Kenny®] RS o]gota, LA A=
Soblel A& @ol o]-&3It}. SobelHA-2 Baron & Kenny®dH Q] 304 =
< ol&sth. I8y mENE HASte A= 19ALE 3TA A <
H| 33} 3] AA 42 ﬂi—zrix}f‘— o|-gsto] HArH(e]Ld, 2014).

1A A =HH 7} T 7 2

g
fr
o2
o
2
Euf
=
B3
ke
(N
ng
ot
=
N
>
=)

1
w
o

=
@,
10
=
ey
fol
B
o
ox
ikt
ftlo
0,

X . x.
. axb - 880 719 =7.453 (p < .001)
Vb xsel + b2 xse? /.880% X080 +.719% X .055>

(E 4-34) SobeldAo] Q°F

B SE z p
B2BAH|AZA — Hiitoln|z] .880 .055 7.453 .000
Biieom|z]  — PAX 719 .080

Sobel A4 AYKE 4-34), 32 EEHFEEE =R Hulgho] 1.96

ol A wiAHEIIE Aol & & A FEuiAHolH

9) Baron & Kenny(1986)ef <]l AAE <] 34|

PHES A WA AN E S} d7e] ot 93
nA=AE sk, F WA gAE S 2 %
A

dx% o]—\:}— u]-;(]u]-o 2 1\1]

=il
Hi
b3 S
A FFe tA=AE APPHILE Easyflow 3]

HA SANE SHHES} ST S 5
24,2014, p.287)
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v. 2 £

A 1A a7A% 9 A

B Ao Ae BBAHIAZAL PR Woo and Ennew(2005)7F A¢t
g IMPALAGRYES] A Y F A/ AH|An, ARA wE, A TH
weh gl Qs =l ARFEEET] AAY] Aol A8t BHE
Fit 7HAZAG et 1o Yot At

L o
T o
= A 39 712 M tie A2 AolE A HEdH.

o,
=
R}
o
rt
)
oX,
i
2
=)

AZEALe AuATe] 278 BBAUAEAY PHe HREoluA,
TAAT ] A BEEa ARES Stustgn, AuAEEe 14
She 47b4 A9 BIBAHIAE Dol Baxtdo R Fste] Beld gl

o
-
-
BN

O
= =
3} ZARPRALS Tl DI WIS Fusky

3 o
VA3 EA4ZT, B2BAMHIAFEEC] PAT] SAHAS] dd= mAe A
o= RIS 7|2 RES HAZ B2BAHIA FEA7E AlEd Al
H| A Solution®] 7}AZARE wELo] gt MubAol wl
TS SolA HABAY v Aoy antE Aol F=

= H
SAHOoR FopteAg Bl /M4l SAHOR fol AR HolE M

AR, 2 AFolA B2BAH|AFEAE IMPARAE RS 8T Woo

and Ennew(2005)2] & 7|zx=2 AHLSH¥cE O3y Woo and



Ennew(2005)7F AAIgE AB|AZFH O] FAdxpdo] BE 4HdolA A8+ A
2 oyt & 59| Metcalf et al.(1992), Kalafatis(2000)& IMPAFS 2H-&
dS A5 AT, Woo and Ennew(2005)9F &a] Jtujziel ZEFAHt
Al ARlA wet, JEWI AF/AEAnd, dE, F-59 57k Jid
AASER AL, HFA w2 B2BAH|AFA ] g2kl AlL7F =Sl
FA Woo and Ennew(2005)¢] Ao ZAF th/2 AU olyd A

ggoz stod Aded 4 ARA Fsnge] g Feast a4

H
1o

AL ol 2 rE i

1o o I oo

R
[>
i

AB/ A 2T QLA AFARAL AT SO ARH @
S|

rlot

4
wiol FEAY ASA PAGAE FF Ak
, AEHQ Jowero] B2BAH| A sttt B IMP 2 REA A
A BaBAIM| A B AT} o] Z7te] F4aclo] WAl =
0 74895 447 FRdeR ga7dad 2
o] ZRIE| et o] B2BAEA A Q] Au|AE
= 715l o nATE Hoe= AAxRA E= 715
(CRM : Customer Relationship management)7} o]Fo] & uj
A B2BERA] HAE ojulAsl AL digt Azt Aol FAA

= "E 5 A

o o
2L
E=l)
i
|
i)
Rl
)

o

S, B2BA B[O tigt 2|Zte F4L2 HfiToln|z] o] gRo|: FAA I
FEFS PAL 7 A HREomx| 9] AN ClE AdEelnA], AES
SHohE ZIdolu|], ARBAF olm|Z] Fo| ol Z|ofste AR & 4 9
o 254 toE Adstke &HA 719 2E HF AlES Wtee 7Y
= 1o = 7HA+ B2B7I9] ZIdeln|A] ¥l AB[A] 7|9 oiv] o]l
Az HeP7E Wi, g5l tdste] ddche FAZE Bk HlA Wi &
S fsxog HEE Hart Ao AZE 20055 Berens et al, 2005). B2BxZ]
TR B FEiAlE oA e EEe FuiAA ProcessE  AlFSh=
B2BZI4olAl oM+ B ] wet As, &4, 714, & 134 ApEst



2913 W B2 BF, F AL, GARS A6k, Wi 529 g

AsfAT Fesol AY FAR FFO02 FAHAA B2BOIA /1Y

rg 5% 22843 9 Zo|tHChristian 1960). ]

T 7}429] AZo| T oJolE Fobe S gt
o

r& FIO

A, BBARIAEB0] BAH Tl Gl slol Hasolale) o
7H§J+—t— B2BZ£34 o mza VARG BEAH ZWAA ol
ol BAEE FHj Bso

tol & EBEfco JHAv|wE Iusiele Aol Utk Heskett et
al(1990)¢] A+ A3HE Ao}

9, B2BAHIAE o] BATelu| et WA nAE GeFe 7127
Aol o AUE Hod W Yo gke] 20| Aol BAHoR §
ot Gee A ARoIAE BB TulAEIeh B x2AHel Pufe] $7
ML ALgAL Uste AFFDoIt AuAd SFE de] QEW 2L
Eyyo] aFH B2BY A ZRALA AAZARL BAYNE
Aoske 28282 1 e ¢ 5 Ak HABAY AuE Yoo
B9t B2BAUAELo] AP0 mel FHE, FXRE, A AEL
Bl ATl 398 9P A gee & 4 AUk 3 BBAY
oA AuAEGT ol 714 Felde AP FHF FuhEPProcessS
Agsts B2BANNA HABAR S ABARANA 2 249 AART

A7 ANHES BelshE, A, IMPHZZ§RAoIA A B2BAH|A
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ABSTRACT

A study on the impact of B2B Service Quality on the Brand
Image and Relationship outcome : - Focusing on domestic

Multi—-Function Printer Market

Lee, Sang - Jun

Major in Management Consulting

Dept. of Knowledge Service & Consulting
Graduate School of Knowledge Service
Consulting

Hansung University

Companies always aim for sustainable growth and do the strategic investment to
raise Brand Image and Customer Satisfaction, and to carry out predominance in
competition by attaining customer's loyalty. so Business and Academia have been
well executed the Study of the areas. However, Most Studies related to Service
Quality, Brand image and customer Loyalty were concentrated in the B2C business
environment related to consumer goods market, and these have Limits to apply on
B2B business environment. In order to cover these limits, The study for the B2B
service quality has been expanded and proceeded recently. But it is still necessary
to increase volume of the study about relationship between B2B Service Quality
and Relationship performance. so this study aim to present practical and strategic
point of reference which are the influence among Service Quality of B2B

Enterprises, Brand Image and Relationship Performance, and to summary of
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Precedent Study about B2B Service Quality.

This study investigated impacts between constitution factors of the service quality
for copy machine and multi—function printers market in domestic that applied the
constitution dimension of the IMP interaction model who supplemented an existing
precedence study of B2B service quality. the constitution dimension of the B2B
service quality applied 4 kinds of dimension which are Product/Service Exchange,
Social Exchange, Financial Exchange and Cooperation from IMP interaction model.
and studied the impact from B2B Service Quality that contained 4 dimensions of
IMP model to Brand Image and Relationship performance result, and Brand Image
to Relationship Performance Result, then analyzed the statistical difference of course
between a low—satisfaction group and the high—satisfaction group in terms of Price
competitiveness. as per additional analyze, studied mediator effect of Brand—Image
between B2B Service Quality and Relationship Outcome, the study contribute to
provide strategic planning materials for enhancing relationship outcome between

B2B buyers and suppliers group and practical event point.

The Study investigated 335 surveyed sample for statistic analysis that focus on
Purchasing decision maker and decision influencer. Measuring items which are
Product/Service Exchange, Financial Exchange, Social Exchange and Cooperation
from IMP interaction model, considered the Moment Of Truths for service practice
of multi-function printers industries in domestic market. Measuring Items for Brand
Image are constituted and extracted preceding research. Measuring Items for
Relationship outcome are constituted and extracted measurement questionnaire of
overall satisfaction, value satisfaction and customer loyalty which are most likely
repurchase and most likely recommendation. Sample for analysing collected by field
survey. To ensure the Validity and Reliability, SPSS20.0 was utilized for factors
analysis and reliability analysis. and proceed Mean—difference analysis and
Post—Hoc by Scheffe, Welch—test and Games—Howell's post—analysis for general
characters of collected sample through t—test and ANOVA test. For the step of

hypothesis verification, after undergoing investigation of the adequacy of intensive
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and in—depth feasibility by Confirmational Factor Analysis, finally Analysed
Structural Equating Model by using AMOS 20.0

Followings in below are the result of those analysis.

First, B2B Service Quality which contained Product/Service Exchange, Financial
Exchange, Social Exchange and Cooperation, positive impact to Brand Image, it
shows integrated dimension for B2B Service Quality is effect—factor for enhancing
Brand Image. however it will be more difficult and complex circumstance than its
B2C.

Second, B2B Service Quality impact positively to Relationship Outcome. it
indicative of that B2B Service Providers need to pay their more comprehensive and
integrated efforts for enhancing their Service Quality toward long—term relationship.

Third, Brand Image impact positively to Relationship outcome. Experienced
Service Quality effect to build Brand Image by organizational buyer.

Fourth, based on Basic Study—Model, Statistically verified Price Competition is
fundamental element in B2B market, because High Satisfaction Group of price
competition is impact to Brand Image and Relationship Outcome, but
low—satisfaction group of price competition were not impact to Relationship
Outcome.

in addition, Proved Brand Image’s Mediating effect between B2B Service Quality
and Relationship Outcome. because B2B organization buyer is looking up to escape
potential threats of perceived Risk by choosing new brands.

Overall Outcome of this Study are contributed to suggest measuring tool for
Service Quality in B2B interaction model, and to be indicative of influence—relation
to Brand Image and Relationship outcome, then provided practical ideas that B2B
Enterprise need to take a comprehensive and integrated Service Management for

Customer Relationship Management and their Business Activities.

Key Word. B2B Service Quality, IMP Interaction Model, Service Quality,

Brand—Outcome, Brand Image, Relationship Outcome, Customer Loyalty
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