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2018 7.6% 246,909 5.4% 470,113
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(sl e wEe] WE-FESetolfE BN AT FAL BLEFE 24
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A7F gdE ABAE olxadste gl uig AHL Aol | Zojrt
A AMulas AR Aol met wig ) Auls wigdiy B =
gridler v, g ARl mig dide FES 05t uiEd AH|
& ARIAE wigAds A8ste] wiEHd MuaziA] AlgEHe Ad-eeold
P Aulaes AAGATE g Mujaet Al sts wiE AfEls
12} A <14 ARl gAlE2 ARl S B4 mig A2 A

pas
L 9% AW 1g P AP AEas @A ek dckn

ol

o/
1o
=]

st olot
Z=13], 2020).
T 2-3] vigelA] Au A djEAAe] WS}
=i =7 A
W Qe MEAYe 49 1| e
e e |81 maena ga @ Ame | THITS
=T A AE AT N miw
=3 g gAk wLhdes 43 ne
=g o o9 | agstel wgelAAe mMEAuA | FF g
s AT netg)
Ag ma | NEAAAA PR A3 2 g
& B Rk
A FAAHI A JIAZANE ] L2](2019) 2 AFATE AT
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Mg Aulat 84

2

Hla Ao HHE AFSL FoRHEuADe A
S F 1ol 1T71%0] Waa ddste] FulrkanhA Jw JrE
Agd wuk ohet 7120 SAHS Qo FEE olgstel, AHEA FHY
Wil ZMsd Aol ARE ATSIL ohSAeld ctol4 st Ad @
HE AAZEA SobE Wet ohleh Rehd AE|s

SeiEo|ch55]- Y4, 2018; SotE-gwd-A

wfshe TujAH )AL EAE

Aol Aruhe frste 47 %LUHX}(J&HW)QE ’<‘?=} 2 Qe 9 Aulzol
AR, 20100 A7)

[e]
55194, 2018; Fet==d-Ad, 2019).

HHEY J1ed
FE.Z2H.37

2HIXE QUAIAH

HE.Hl=

HHETHEY

IOl

(a9 2-2> gy 2 I RBAAE o83 WD 94 MuA 72
A AFA, (2015) @okAsA, (2021). B AFAT} A4

94 AEls FEAA HE
T2 Wk stgon olg Ay
dsh ZBS olgd TrolM e&emalel g TEE sk olg
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B 2-4] 20199 L] o]g

e A (L8

HiEe] Au|A e HiEO WIE 928% o|] 7MY =4 UEton, Q7]q
o]-2# 3} 53.4% ¢t BAE ¢ 21% SHEC] B4 vehd,

o 17§ 1-23] o]& 50.3%, 1Yo 1-23] o]& 30.3%,

67hLo] 1-23] o] 155%, 13do] 3-63 o8& 3.4%

(e} [e]
SsHEHES 24

Gl SIS LIES
ol &HlF

[e)
L %7k Aol fojule Atz s ofele.
4 FE A QAR o
Wi A|AE olgstel n
o] 22 203% Bt 2 SHE
Wi Aus olgAtEe A wjE AHAE o8d
W] AE|se] OJEL} e Wolth(RS]: %)

N
Bl
~
(@]
3
L
kA
fr
o
o
N
o

o AY A 79.7% ol&
okt A7t 34.5% o]-&
H el AH[A AA A7) 16.6% ©]-&
o] §A| 7Y 3 A 15.9% o]&
o A4 Ex ok ARl WiE f AulA o]l gHdo] Sl
SYUAES AA 93%0] Tt uhal, v & Mu]s ol g
© A3t ot o] YFHE S I 5 L. %)
FEEHA o FEHY ZAA SH2 129 40%
AN FEET AA S92 2-37 46.6% (FE: %)
o o] A= A 90.3%
gl AE A olg AaL stW&I|A 34.1%
o] g4A o8 At ERlo F 29.7
olg At &EAAL 16.9% (HH: %)
s Aule | © A EHPEARHE G ¢ 76.9%
o]Jq_/\}f?),_ nele FH|olE= A9 46.6%
°es TA WS HE A9 33.1%

aiEey AEl

i)
2
[@))
w
o
N

O
BT L Sl zaw oo @ wo| ANT EE - AA25.9%E
o 2 o). (@9l %)
T o[ ge] o] 64.8%
el |« MEas] 9A slAde suse wdos Asy.
A 2w g SHOAE SARE SRS mel (B
o o B W Ba o

W Aulz olgA] 109
A Mulz olg Sl F4 2
de Bad.

)
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IETIREES
A A
azacql

G PN
ofed, ojulx] B W Faol Yrizoz WA ehd,

o S AE|2o] Wit B Hat 71.9%
Folg HiEgH |+ HIFO HIF F o8I} 8718 F ol 8AEY 2EH =
A EE < HEEES Eoﬂoﬂﬂ =3 oA 2 B ”ﬂw o
2 HYom W 878 F olgAE AAA ddHs &
2 WSS 7l Aos vepdth (F91: H)
=4: DMCHRZE A7 2742

mlo

VA QrEETE S = ofz] 7] 7ide] o]&e] 3
th 1980 o] %, AHAIHAA AH]A 4FY L] H|Fo] FORR|HA], 117 ThE-
U] JEe AH| 20N gho] AEE o] SAsI oY, 2 5o dF=
(AH] 2~ Al @ Ql-AH] A~ Jog A47F diFEHA, A
H| A~ Asf o]% 3] 4 o]Z(equity theory) Hf
Fom o|fojFot. 1 9ok negho]
(attributte theory), 7ItH&EBYX] ©]&(expectation—dis conformation theory)
59| o]&o] Sl

Oliver &  Desarbo(1988)¢]  7|HH&=Y Aol & (expectation  —
disconformation theory)< FAiRHAH|ZH)+= ol Aol AlF&AH| 20 gt
AP Z1H1E sl el F A B&AHIAE AR TBE o]§ & ZR4lo] 1A
Aatet etk LA AS Zidiet AR Adaete] zpolE AztsiH,
TFHAHAEHI 2D+ o]t EdA] ] Fz wujzte] ThEyp EThEo] HIiE]
o FrRitke Aol AF Ev AB|A ] & AHRRY] RS2 374A] o
Ae] Aty skt AR FuiAHARAD+= A1 S 7HAAL AAET A
H 29 Z7|HE sHA =™, =4 FHAHAEHZAD+= AET AHIAE o8& &
Yeli= AAE XS, AA. 71t At Hlngdos Aart 7t E o
=2 Al WEo] STtk At ZldiEe Wa Al EWEoR yERdTH(o]

(exchangetheory), %l ©°|&
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AT, 2013, Fd-2QAe] W} BAe ey AHen AHe) 7]
o et ) olF Wrhe] Aol Aolo] AiE Hrigtewr 2 4 ot
(HeAHAL, 2007). A7 ZldEiY 252 344 ELA7F Hal 7
%A EAY AEE Azt Z]diEo ‘;lf% Al BAA EYA7 "o
534 EYAY A= FAHAEE DA wEAE 1 B EY94 A
ofl= &9r=sHA Hoh(Oliver, 1981).

T4 o]Z(equitytheory)2 AH|ZZ} 2419 EQl3 A3t (input/output)
£ e AHFAEYL 71 9O FU&ENE BlusiEts de Aae] o
& 7Id e JAM AAE Hute= Zti-29A] ] atelzh QL
ot 384 ol&2 FE AHHA] olsfe] gt o]E2L Kotler(1997)°ﬂ
e 2 4 =

Z

T gl
< ARG O}Cﬁ"% FAQl o] Z(attributtetheory) olA]
At outcome)of| A|AIH ZAo| ghgsH7|Ht zp4lo] S
o]& (1nferred reason) EX= &A(attributions)2 HIE-S HFS-0] AAstctar

TH(Swanson, Kelly, 2001).

e

[E 2-5] dFol= A

lo

TFE ZE

A (@Bh O A B A B0 et
- o 71tz "111] BEel A9E Hw
= et (Oliver, 1980,1981,1997).

29, A 7d, e Fi(&HRh e deel a7 gh=o
m| 2= kel Rt AgtolA AR Aol it Ztivb 1A
o] A4 a9lof uvehdth(Latour & Peat, 1979). A
ANA skl ot 1A oA & EAA = FoA L
2 OYEYA ekker HlW $E2 2] foF Aoz
YEPHdtH(Swan & Martin 1981).

=z
=
o=
r—

] o
2o

‘{Ol‘ i
rlo
flo

i)
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7 WSS 7|t B ATo] Zfolrt oy B m AFE
AZA =2 _’730]— e Hrorlsle] wet AAE
}ol= o] Z(Adams, 1963). E7]o]2e] FAT ZAHA o=
(Equity the ory) HI®S Fil Qlom, _r_zT;g
4 Atzml Ao 71AE H|WSH= ¢z
process)oll =H-& 711 FApe} AHEo] W
gt TS HTE Ed| o]o]At) 17“ H|Zh 9] A&
U AMH[ A0 Lo EE-S FufRH(AH|AD) e TufRpze] wEh
Fs Hil 344 olE= A-8Huppetz, 1978).
TRl ]—“ixqo] M AZol Aapb o] AL wof sF=
7F7ol glo] ZIH&EYR] RE'AE] At o AFk
H| 1l ; ? 7101‘:}’9} T8 A 7% fEE H:I_u_7]f§ 4
7]8ko g A 9] e A2 A9H(Wooddruff, 1983). 7|dH&=Y 0;(] ol22 7
Tw | WE AT ARG®L A FRE Aol

@ [ ki

o
o
o,
i)
rhu

—;
_\-1L_IJ

o] ATE o2 Armo| ot AY & Eg o] x2 T

e AN S ) v IEo2 AE A5Ael e

B2 Azsly vy 7Z2S 2AF gAY AR AR Ad

= % a2ty 4 (Gasotte et al, 2000).

NN&ELA WA A AT BAEE FEeA
Az | REE AH AFI AL Zidier AFH AH L] a5
s oz | HE ZHAS Aelh Gt FAs el wA@Ehe

é

F 9D AH 2] 77t gls AFelAE wrET ETES
5@3}7] ool S Aol vAvES dWshr] offo
(Wesrnbrook & Reilly, 1983).

A ABAE et 0 Aatofl diste] Al olfE
E6t= ZF] At A= IS ) 7514'01]
A Ty | o IdFE mAE 242t PHA(Stability), Q1 7 2] 9 %
(Locusofcausality), A 7Fs“d (Controllability) o] ~ Ithal
(Folkes, 1984, 1988).

Tufoll @4 71 ewolv 584, W&elF Adglel Al
FO AAl Ao ofsf 17 whfo] AAHTY FY S °]
A3t s oh] | 2(Churchill & Surprenant, 1982).

ol Arglo] ALol zzZtE Aidtog A wrES Ay
Bl O]‘ﬂr AFEARE AAstar, 1A ‘?lffi 7 &= DA
‘JPEE B3] Aol o]HtH(Tse & Wilton, 1988).

=21 = d, 2010 <t ZJX}%, 2004 o] A5 & A9 HAF A4

:Lji

TR LA BEGEWEES PR we] AT W5
Qg mx7] o] vHlE W2k SUstA WS Fast asloltt 1)
A(aulap BuiEo] et Aols Hu Avbdom 1960dr) FyREE o)
AHEHAD WE-BES P AT oRojHon], Fula(arhe] B



2 FuiAHEHAh Y] Ao B 9 oA (AH]Rh o] AT Ske] Fd=
X tH(Zhou et al, 2012).

84 71d =LAt 4340}04 AFA+E s 2 Zd =LA
o84 S48 FAA 4o HEEe A= nAe AEH FgelA o
it 2as AmEd 44 7d 2427 SR A(H)H<

o
A BAA i 2dA7F wHEEe] F(H)H] dd= A THEZ M

2.3 EYP59 M B
23.1 895 /fdat A9
TFuizHABZHES] E¥ AT AlEAH[ A oFh T

T w7 B Ues ot aH)Se] BEEe), we
BH AT weow FuA(AMAHEe] BuE EE 3
_‘I

g AFAREl oo vhefstAl o= FujAH(AHZHE2] oA A o]
Q3 ewos A diffols H2 A7 AP E U

WA= BAA] 7] JFE T EUE9 Bty (Landon
1980). = Aojstxity. FAEA Ao dAxHE= wgel EWIAF
(complaining behavior)& ‘EWZS el s

Hads sl gl ZIdel distd AZlste del'z gofd
(Singh & Wiilkes, 1996).

E33F0l ARt ko tigh o] AFE HH, FuiRH(AHIZhH e &%
5o A Are AE|A AHule] g BT Aof Bl Hohi 7Rt
(Bearden & Teel, 1983). EW= A2 73], A%, Ex 59 734 74
og Hugoez AUHor Zd, &=L, 74 TWEZF (primary
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-

A W=(secondary satisfaction)= 13} A

satisfaction),

3} 2 Aol

Z
bl

o\j%%v

=
=

1=
1

QI agle] ZHxA "tk

=

=
pu—

olelof t
ot B2 4= Qth(Oliver, 1987; EHA-BZ4, 1990).

o

,mo

ol
b

1

s FAA

AHA7E e AR (eRxh o] deEldds F

T oAt o

=
s

7F

iy

oHERIE, 1997). 1A 7S &=

2 u|x]A "Hch(Blodgett, Hill & Tax, 1997).

H) 27} o)

ol

e TS POFAEE = I

=)
Thy
,_lyu.

O

Th

ol

o]
B!
%

Z
] 5=

kel
(<]

]

54, |

g

o el ak(zr|zp el

o]
H

= 7]

o

al

o[t (Landon, 1980).

SRRIEEOE

1
—

A2 A7z

9= Aol
7o) wpgolut 1

o] 1ol A FeFol

3

s

|

St =

o 4

<
T

w7

2l

e 3%

| U7tazt o

Al =AE SHEs

594

oA =7

=L
Sk

Folth RgA AuAS oG F Hli, A
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Y ARoE ToRA&ID NS BEAZ)A Rl
AZAE AFT Aot BTk B Poa(n]ap)

1
o pi
2tal Aolstar lok(ErAE], 2019). 117 ERPF ] AFYALE A2lof HH,
1A EgdPEolst 7ol AFE= AE AE D AHL BRSO o
gt 1o HAA LS Agst= /A Psor2A EFES UEHe ¥
FREgolet AEE & UTHGE4t, 2020).
[E 2-6] 28359 Nda A9
o] 12} g9l
TR (&RZH7E 22 5 Sle EEE e Al
Landon(1980) Aelo]l A Q= Z1GelA AR (AR Zh 2] PFA, vy
% BdolBER E9i B9 Ee HAE Q96 A%
by and THAHABZDZE AF Ee AE[2o] gt 742 AU
Jacoby and oy gk Az, TR & A 3 @R WA, D, AR
Jaccard(1981) of OAIAESL G
Resnik and Hatzo] Tolxdo] wE
haman(l983) EE’_‘—IQ’} O7HZ—|?_ a1
Bearden and | FEIZHEHZN7E AlF B AH|A S & 2RSS A
teel(1983) ot ¢

Singh, Jagdip e
o

Z3 7|HE BEYAZ Qlote] fUE ETES A sh=t|
&Howell(1985) o] = 3

AR A4 Bohe eny

Jacoby and | AIE Ei AEAuzo] diE AL FRE 7Y, Bz}

Jaccard(1986) | & 7|H(HE, A& 5) dLsh= BT

Singh(1988) BEotEgt 7H4e st Ak (AH b o] Adbzel %
PR (AR 7L AET AHAS o) o §atH A BuEY

0]25](2001) | & Al ole] hste] BhAAY 2AE APoz fAstnAt
st by

a0z | TAGEIADZ sk B gl et et A

o F 9 AEAY BEEETE AW F et W
2H0H2009) ;ﬂ%ﬂiﬁ% Auzel] i@ FulAEE DA 719e et
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279, FAY, | /1ot WUAS ooR TulaaEAh] ERsHE B
BA%0014) | A B

sbgn) WA | (AUADE $AMQ EEEcE 744, 440z /|9
(2016) EL A AH FH Aol EESH WS

FohhlA el BRI A4S A el TE Wl 2

2920018 | A AF Wles FHAA BF, Ao Sl 23
22l 4@ olopr|shAL WEFAE Bhste A%
oL el Bl AES o)

1451 (2019) Sl T LA 2 usold gAo] AT
H| A7F R (4H]2p) o] 7 dje] m|2]=] I

ABATE AZSH drtel Fadste] LA Axd A

EAHQOD 22 ge 'y dehte Foltceabe) A @ A9
snilﬂ}_o_o]q ﬁ—ag z?s;zﬂ

Z1gelA & MHAE AlEsh Zﬂo‘ﬂ% gl =t
S

4. 28 2016 ARE 2 A7 £ B

oEtA 2 AT T1holM AlTE Ml Ee

H oA g Folv il & AlFe] &%l

Jgol =7l B Al 7Rt 9, 3¢, 2ddes Yehs 3
= =8ds ez At I Aol ATEHe AF A8l

off &BARe] 1A} 71EH°1W L= AA AES ve AAH Apole] Frfat

(&BZh o] Rhg(7Hu A, ol &, ol )T Frbel wE A, AAMH

Hhe we] g4 AnE 2USstie B AR #AEH A

gl B AT, 544 28R o"

H
Lol WA whe mHoR ot

theFsltt, offel BgeEL ol gk ALE 9u, v}

__O'_
Zont id%“’ﬂﬂl 49 F4e shd audAdt Az

B
=2
)
it
ol
e
i)
rr
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A, 2% AHA A AHARSAEC 2Ee s sy WA gEos
O

SIS, 1991). AMlAbe Brto] MstH ofw 4

o]ojz]7| & 3t 2=
27 E@SP] uholth Al 2000). olet iyt BRPEL AT

ey ey
SPAES e F2o] BEFe 22 {93} ottt BEFd ol 7t A+
2 omeRRlofx HAE EYdso] mielS uiold= LEoA 5y AlZst
tH(Day& Landon,19 & Singh1988).

¥

gmys
(S &)
AP E THYE
< 71 Al 5
~ 7|-:1|57L|:TL W_LDH%K;; %('J_'I RI.O!I 7|%§r‘kt- E‘g—ﬁ%
s [ | EFA0N A% Ay | | 212A o|
il 2ol 2 g, sojey [ [WHUS
T

a9 2-3) BEFYPF2] A 4o
Atg2Z4]  Bearden & Teel, 1983

Strahle & Day(1983)+= %45 F
P& AF H AHIAE AT 71l A A7l Be B, €

2
AL A 31}— Sl WA 225 Aok WEe oudc v A4 9

J% SR, PAAGHADS BHRE S8 U 2ol AHas
Aol wet chopstA] RRET Bulse] tha Foi(auap] W £ o
5, HBAA 2EAE, gAY B2RYFoR ERstgon, vl @ % 9k



sotzo] g FAAaHADe] B B oas FANE, AdgEes 2
Fatglth <29 2-»e wlo] @ 3 st Fge FuiRHEAe] BH e
=
[e)

59 @ e gk

2.4 AHZ At § B4

2.4.1 My A

Sot= 7199 3’4”‘101 ofR=x H‘ﬂ]i Aufjetar o 4 ik
Tt(Berry and parasuramam, 1991). HFHO| AH|A ZHAJA 2pof
MBIAE ZHE & AH|A O] Aite] 2] 23t A& Zhe Zol#ta A
ol5F th(Heskettetal 1990). AH]A Aujji= AZbet AXE Atash ZAof thoF
SHA yehdth AElAs S 9ft ohefstal A oS W Al AF 0]
ZastH, ol el os 1A (&HADe] 7le 2E2
£ Zlolth. &S I (AR|AH)2 AB|A Ao 7]l AH|A SlES
= IES YA HE=R 792 IAEHADO] 7]
ol ARt AME|A SRS AlFsioF ftth(R/dS, 2002). oA AH|A
J9F Aol= Qlste] ohE 4 Ql7lel ZHQ1e] A Zto] 9
Eotm Au|A Aafjo] digt A (AH|ZH ] Z|Zto] AH|A Amjo] JrE 4

=
ol HrHAER7, 2007, = BAP 57| Auls A H9 oW 14



(@BZbAlE At 247 2 4 AR, E oE 24 (EHA)AlE A
2% A 2 Rk AT(e, 2016). XA (@HRY) BEZE AH| A s A
o7} ARt Sof sl mRle FAAJ] dAHolY FFol detEAY S
& 5 deA A

e ofl e Au[A Aol bk HoE A

]
]

St

Zolet.

[# 2-7] ABl2 Aufjof diet &<

A7 82l

AEa oA TMAGADY Bu=e ohe 3o
ME| 272 olop7] St AolB=m AMH|A AlFA] Y
= o:]{—ﬂ M/\g_ oA /qﬂ]/\_q o]:_,_ -AH]' o<} E]_E —g.—gEH
94 /\-]1:]]/\ Nuﬂ EO _31501—

Johnston(1995) | Y= FHSHA AL A 5 dpHolut AatofA] FR
Palmeretal.(2000) | ¥ Z(somthingwrong)

et

Weun(1997)

O

G (logg) | THIRHERIZNZE AEls o8 stA Fuf Bl 2wl o,
et Hu 27k Al Aokt 4848 AN EHRE B¢
Zeithamletal. | FoiAH(&HZH)7F Z2hE Q1] 9 & (zoneoftolerance) o] 52

(1993) slerst Au|A At
Bell& Zemke Fujzb(AH D] Z|Hx] olstE AlZbsly "olzl AH|A
(1987) Ane Adels A
Heskettetal. | AU o8 Ao} o8 & ZHite] diste] A
(1990) AT £ R PRS2 A
Bt e iAo Muja wAR Qlste] zafdt Au|A

Berryetal.(1991) 14'0401‘4' 7314_01] o5t 7174

_ PO TS W B ekl TR
BRED | wapge s 71ge] ARjse B4
. A4 o8 A AETA W sl FulaHanA} £
FEH003) | 2o e A BE 2

Aulzo] oA Aulz Aujzh delub o] ohet A Aulz
3y FAAE Pold 4 glor] nAEHRDE] Ax|e FY BRAA A
2 AhE olsfstolof Stk AQlel el whet Aulx At gebd 4 9l



2 we FPLe] Au2g Wt dn @
=

9 4
bz A (&uApe] B7bh chEA] ekt 4 glekeliE, 2010).
A
7

lo

Htl

2

>

ol

o

=

30

)

(S2)

o)

=N

a.

=)

W@ R

o

g

—_

O

O

N

R

R

[>

>,

£

=)
ol Mo ok
bl 2 o

FH(haloeffec) @t EF4 AH|A A7} ThE AH|A Ropo] A& {ot=
Lok §37domino effect) & do7Ittal Sth(Halstead et al, 1993). 12|
A AEIA Ao Q1 BASH=E A2 AH|A Ao gyby 3EHES

A sh=dl FastH

242 Mu|~ 25

AH| A 3189 Jig2 1970~80E B9 A YolA A F= AFH &
A A o 57 B AAAS AR HS BEE Kot §ol2 A5 A

8
&/, AZstE mA" o] AulA S (servicerecovery)©]gt= A
H A7 ZAIE P AS 7198 #AE A=240= ddshe=
oF wepA MH|A Rl 1A SAE T8y 994 FHaRE F 7
A7ZAHE StHo)| 7P Q% Sdor HZFETHHart, HeskettandSasser
1990).

AHlz AZ A AR g Auat oY gela) 9ste SEelx

LI T & B

<=

E]l_

o gtk ofw Rolo] AEHo] sh
AL A DAGEAD] BAA G wAn] s FEe 790
82 Al Az gofmd nAGHZNY AFE Aus A ojdom
R A1=E WAL 1 olgor Bdstelt welolet Ao & 4 gt
AFAE] AAATF sty Auls B1Be DALHAD O] UG A
o),

HE sidstd &% 2 A7 BEEA dEF oAfT Aol A7) (4H]
=

2
ofu
o
>
i)
o
o
k)
ro
r
2,
fr
ol
o
ol
el
k
)
ol
el
l
R
e
e

2hate] Ar)Ho A =
ETHESH Y-S O] TE] AHR HEEY] Yl o|FoA e BE AH|A
P52 HEZ AH|A FEO|THAIA Y, 2004).
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[# 2-8] AMH]X 3]59] 9

A2; o]
G Z1gdolt Aol A Au|A AlEste] AulA Aol digh vk
(rlo9rg§)ss oF AMH|x AE MH|A 3lE517] $lste] AujA AlFArt

sk B9

Hart,Heskett& | ., o o Ce dheleln o1
Sasser(1990) g MH|A7 A5 Aed o, BAE sk Vs
Zemkegpell | 1 SNA AT AN2E 8 Agl Fulaue] 7]
(990) | M ek Ratel duis }% %Luﬂx}w]x})a 71014
WEG AHE HEeEs 9do] 34
Zeithamleral. | A1 ZE AE|2o] tha x|zl 1A AP ol ot
(1993 Stk Aute] i Auz AT A
AE| 2 AR Quls AGATR oFae uAE AT o
Johnston& 2] Bsto gy drE] Aol &AL J|EA 7| AL 3 A
Hewa(997) | o1 aqulz Algapel A a49)

Sprengetal. Au| A Aot BEsle] FujaH(AHAD O] BulES a5}y
(1995) | Slal 712l Fste cherer B

Smithand
Bolton(1998)

AMu| A Ao tf-g3at7] 9k ARlA AlgAte] &5

2.5 A 9 A



FOFIL ool WAE I (&HHI 7Y ZF

ZnA0] 233 T g AfaAe] o] 4%

golut 2Zo] REES DHsH] 95 TAATE L, 21 ko] o
—Z

o ety o ARG RE A Byl YHESY-273], 2010).

24959 =85 g7tz Qe &8 A B SAol 220 ¢4
ZAYS FHSEL FAo] s7IF Sk T4 aTe it (4l
2013). B Au|agh 2 (aBxph o] Aetel §9 Anlo] diste] gtE|F 9§
BHip MuAE AFEH 242 48 FEol S A4S D AR /A
ol freEfet Arlags Eth (47, 2018)

FTALY A, FHE ARl B =8, ks wE dls £ 9 dis
Bk, 2t AW, 54, A B, AR B, JAHEE Fo] AXxs)
AtH(Clark et al, 1992; Hoffman et al, 1995; Smith et al, 1999; A2+
28, 2007; FAH, 2009; 27 <], 2011: VgAEES, 2012). ES &
MabEo] olgARIT FAG) AAH Hol FEstel AUl sEe] 174
ol Zpmat ofUz ZAHCl Aol diste] Wl kel Aok @Tkn F%
sttt (McCullough, 2000; Zeelenberg & Pieters, 2004; ASH-@TX
2011).

TFuZHAEZDE 1 B 2 2A(&HADoA AE 9 o2 Y
= Asder IA(&HA) 7| ko] A& BAE wASHL, MEE I

A(&aH2HE FUAZI7] At A" ot (Dowling &  Uncles, 1997
O'Brien & Jones, 1995). 7192 ZAFS] ArEof gt 1A Fujs&, HH-E,
T MRS FX5k A (AHZH o] A&EA ANE Fedor HA WS
A&ttt (Sharp & Sharp, 1997). B4 WH2 & 7|99 AFelA, uizt
(AHZHE9] Bs= BEYSHL fkste Faiol AHHeRr Ego| Ho
(Dowling & Uncles, 1997).
A it 7€ A= ofstAl Aosta Ql=dl, RS
AH&HZH o] FAAEE BI7HEA E/5te] HAES AlEste 7]12ol=tal 53l
&

tHRayer, 1996). & AlFs FolistRE ol (&H]2he] Auf B Aol
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38 off

tH(Yi and Jeon, 2003).
FHAHAHIZDE2 AlE e o AlEs Aitsts 7199 14 BAF =
Holl  digt mE ZHAOl 9HE &

2014). °o]& Edlz HA WHO JdE=

+ AN &R A
A BAA, A4, 7154 4§l HgE Al SRS AlERtn oF
A Asd AFeld Aulaes A TR o] Fad Ade]l Hu

(DowlingandUncles, 1997).

i
e
T
= o
=2

[E 2-9] BAARO A9

of 12} 9]

Belcher(1974) | A& AloF2 =23} 7i]lo] 7HAAl == 7=H2A

22 FEYE2 24 A He 224 dae At
Reynold(1978) | i EZ|&A, 82l He, S Hadd 2787,
Az

Gerhart& . } .

W5 IRAoR fUels A s
Rynes(2003)

27 4UE BEo| FFE AAE PR o,
deaoons | B FARE R4 A 220 242 5 Ywg s, Aat
ded s 9 ERs 94 T 5 UES 57%o] gom ojfe

- 5
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2.5.2 AXA/EA HAHE

E

19809 o] d 1A grZo] wet APAe] FAl= A9 TE = EnF
Z 9z <l 9 Qx|F Hrio| ogt Axtatn sFATHOliver, 1980). A]H]
2 Az zdd B, §3, A% 5% 22 7484 @Al A&SA B
St A2 Aofollie BAA J7Fe] njd SHbof| glet, Aot E 915 A
A 5717 §Aoll At 9 v tH(Takada & Ohbuchi, 2013). 1A
G B e B8 BT A AeA B ZitEojof k2 F

Ao Al AlsE= Bl tisi 7HA&
4 ATHCIAE, 1999).

kel
=
F94 BAHEEA) L 2Y

ab
H
o
u)
olo
2l
L
ox
o
nx
o,
oz,
o,

2
HT
oz
=)
o
59
1o
i)
it
u)
o
ofN

Q.
e

(o]
(A

A AP BAA B E HelAQ BAOR ol (oA,
1999) 4341 dl(hard benefi)st HA=ole] FAHN Zrio] =
dl¥(soft benefi) 0% iro] TESG E¢ BB 49 TR A

Ql
Q
[e)
B A (utilitarian reward)®} #{2F BAY(hedonic reward) 2 Astal Ut Al
Il
[e)
7}
o

o

& wAe UL Aed B A5H HAE B wE2ge A4
St whRlo] A wAre oA e WY 7S 2 R 7
2ol XS ATeT AW ATAEY AAE BA Yo 48 FEA

2 Aejste] TRAGA 437, J15H, 487, 227
24, wgA, A2, @A, 2o WER hs 5 9
Fomt @34 BY Er WAFY BAOR Uk

—Lo

L Zolxo
A, Fu FLEEES
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M olg bs FE B BF £4L M RABS ojud @A BA
o @F o9 T2 RABR JuTITHSAE, 2006). YAl AHAE A5
of £ PAS FHUL AZHE nAcletE Auls FEul wpgolA
B 2elo] BAZL @A Aelsltste] ugstAw, R 14
Se SEAg 484 shade] e TS 7Hd RolthHur & Jang,
2016)

77

Bell, Zebek(1987)

Bitner, Booms, Tetreault

(1990) , ,
Kelley, Hoffman, Davis A sFol A ol|Aro] BAL
(1993) A, oA, g, $2A
Hoffman, Kelley B B - -
’ ’ Al = sto]l A=A = bz
Rotalsky(1995) B, =, 2, A, FE, F2A, oA,
2 o3t o5t % A}
Boshoff(1997) FHargkeiate] ofet Hdf HA,

ANEHE, AL B

Johnston & Ferm(1999)

A3AF A, ARt Ab, Akl
SR SR, AR, AEEA] 2,

Xie & Peng(2009)

AR B, 2 B, Ve BA,

=

Baron, Harris, Elliott, Forbes,
Kelley & Hoffman(2005)

Fu, Wu, Huang, Song &
Gong(2015).

Jung, Seock(2017)

Albrecht, Schaefers, Walsh &
Beatty(2019)
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2.5.3 Aol g9 =

Aol-golrgt FujzHAHZh7E A 9D AHAE o]§ote] mlEo= o]
AlFoly AHIAE AaHE oXE EHCronin Jr & Taylor, 1992;
Jones & Sasser, 1998). FufRH(AH|Zp) o] AolgoJEi= FAA AlFoh=
AHlAE ARZOA JITFBAE o]FH, JAZL AlFe AHAay A& &4

o] TAL WHE B, FuRLIADE oY BFOZ dste] Aol g
g Aot A+ wiE oty dth(Folkes, 1988; Kotler, 2000). =izt
(EHADE BEG A ARt Aul2E AT Kol drkn AHsHY
oh we] PujRtaEAbE @A AR ST 4Fe T F 2L 7
Pl ABT ATl Aulze] thotol ThAl A7) TAE paTThy F
ASAeHHeller et al, 2003). FUAEEAE FoAE gl BELA, 7
W 5 efmet Aolg(Ru) ome] FFE A AL FHSHAL. =

TujzH AR A O] BEEZE O AfAu) o= Frheht
A Aol gk AAA FuiRH(AH|]AD) fA2F DR sH 1%@‘:}(Oliver,
1980). FufAH(AH|Zh= AR ERF AFRFS AdstHete ZAIE SA i
St 95%9] 1AL ThA] 22 7|g9-E olgots W EAZE SA 2= A|
H 27 19%% Aol§S Uil sieleh. o] Foll AH|A Azt I
S of A&sta aatdog JEst= HER2 1A Aol ko) JFS
= "Wt $8% 84 d& & 5+ Ao (Goodman, 1999).

& = FAE QI xgH '?i—’F N1A 544 9 AEolH A
A

o]-gste = 2004). o]& oz AA 3} A

i
5
E
fu
)
&

rr
Jz
HU
o
lo
S
%
1z
i

A4 Md& A Bt F 7H]7§—3— HE Fx AR Al m=
7] wjZolth(Bhattacherjee, 2001). & | &o]g o ZA Lo} A1 ox
ot Zido] Hlottta ad 4 lEd A SAEE old Aol HiE
o7 PAE ALGHA FAL 4 Ae7tel ot 'k ol™(Czepiel, 1990), A
T o= AN AR[Rp)EC] HHEAH R EA AlFo|u AH|AE o] &3
MsAdor AHolHcH(o]pE Y, 2013). AHor orl FLufxb(4H]|
ZhHe] siFo & 4TS n|x| P Qo7 (Ajzen, 1990; Davis &

rr
N
~
i
ol
=L
r>~



Warshaw, 1989) Aj7ul o= FufizH(&b]h)o] HE2Ql Foj= ofolA
AAel SAHHA YIS AT WE AxolM= FA7E tidel sl ol
AHavZh7h Heg Aoz AYES 384 +4 o 53 Zo] n
of 5744 5= shk= Ml oA 8 Ade 9vettt(Boulding, Kalra,
Staelin & Zaithaml, 1993).

AT o FEAHERRD) TH] TpAHoln A Al At
QAL E R opyet, FuiRH(AEZhe] EHEAE A £ dEe
1S A%, AAE ol 4T 5 JE= Ego] Hrobd, %ﬁé '%*% T
< THiARHEERD AT s FEE 5 s
2017). ?“HZ}(*HIX})E TR Rt AFtelAM= —?UHZ}(/\HWH 2

olt _{>,
Hr o ok

L
o,
£
5
5

O
=
o

TR AEZD O] oS WA|SEAL FujAH(AH[Ah ] A& o8-S Eol7]
s eEsloF ottt w2 AR AAINA Al Auf Al FFofRR (A
HE Fel 2EATHES 5t Alol8oks Eol7] -t A= Aot

o oo} FHl T oEjEo] Qg wAThT SHATkYi, 1990). HEEE £
el 4vlzte] AMAR) A3 EEe] ag A7} Hol 7o) olwe]
FS oAl st tH(Lee et al, 2011). A|&4 o]8oh= AE 2 AH|A
o B0 Fad WAl AAlel F71AQ Fole] dpEe] TR %
45, 2015). wEH AED AHA AL 9Ae) e et A=

o]

u]
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AElae] WA AEAc) did BuE 24 Bgo liekit 59 A
TAstTh TR, R AuA olg A BUE olF EWE] tE &

A 2o liekrt 58 AL 2 TASIYT A4 vige] AH|Ao] wig &
d =

Ao tieff E9HE o]% B/ et 54 £ liekrt 57 A== A4St
Ak 454, g AulA o]& T EFPsol theh HAfo] HAG] o]Fo]
He A5, Aolgore izt 54 2Foz2  liekrt 58 HE=2 FAotY
AGA, A+ A EA gt 54 EFe=2  liekrt 5 H&x=2 Aot
ATt
(% 3-1] A&A 74
HE 2% FEd B
AA8(2020) 014 2H2020)
=}ol A o] QHFA] z.9] oFA e
Hie] AH|2 o] §HbA 10 Z49 (2019) &4 (2019 qene
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_ =Rk
I FASA 54 8 A‘%Oﬂ%E

_39_



_O,L
2,
O m
il
)
Ex
>,
fin}
2
B
lo,
)
gl
2
o)
)
>
]
{0
2
4
rol
ko
ro,
Eh
i)

_40_



4.1 ATEASA B4

S WA JIFEAE EAS AHEY] 9
S HIzRAMS stgon] 1 A= [B4-1]3 Zo] yebgth Atg &F 77t
S 20219 10¥€ 179%€ 20219 109 319712 Agsigich. & 32082
HjFate] 3205 Fotqion olF g AH|A THESE 9485 EF 320
< B4 Aot A= A4S stk
A FAg2 158 (49.7%), 91442 1609 (50.3%) H]5atdrt.
AHEE 71Ze 168%(52.8%), "E 150 (47.2%) 22 LERT
AW B, 200 7198(22.5%), 30t 11798 (37.0%), 40tH= 897 (28.2%),
50t 399 (12.3%) 02 Ueigch S AMEd, FHE 449(13.8%) =,
AL 547(16.9%) 02, YL 1219(37.9%) 2, AEAL 39%(12.2%),
2 37%4(11.6%), FFH9L 6H(1.9%), 71et 18 (5.6%) 22 LRyttt
AL AmEW 2009 wvhe 957(29.7%), 200~3007He 93t
(29.1%), 300~400%H2 61%8(19.1%), 400~5005+2 307(9.4%), 500~600%t
2 239(7.2%), 7007+ o]AFe 18W(5.6%) 2.2 UEtgtth 71 FA QS A
B 1L 36%(11.3%), 282 603(18.8%), 312 898 (27.8%), 4% o4
1357 (42.2%) 0 2 Yetgtnh. stes AmHEY, 2/5/1= 829(25.6%), A
2= 827 (25.6%), Wetuw= 114%8(35.6%), et 427 (13.1%) 2= e}
wtrt.

of o

e L
o,
Ml @ 1
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[34-1] IT+TATH 232

HaE = HlE %
A 158 49.7

A A 160 50.3
A 320 77.3

71& 168 52.8

As alica 150 47.2
27 320 77.3

20T} 71 22.5

30T} 117 37.0

A9 40ty 89 28.2
50Ty 39 12.3

A 320 77.3
=1 44 13.8
SHAY 54 16.9
SIAA 121 37.9
29 HAEZ] 39 12.2
29 A 37 11.6

T5d 6 1.9

= 18 5.6
A 320 77.3
2009Hu] 95 29.7

200~300%F 93 29.1

300~4009F 61 19.1

APYFLE 400~500%F 30 9.4
500~600%F 23 7.2

700701 A} 18 5.6
A 320 77.3
19 36 11.3
2t 60 18.8
TFELA LY 3 89 27.8
4T o)Ay 135 42.2
A7 320 77.3
x/%/1 82 25.6
A& 82 25.6
sl o5t 114 35.6
ekl 42 13.1
A 320 77.3
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4.2 viEY AL ol gFH ] oigt = 24

HiEq AE[A o] §AHES] o] gaHe] it ¥k EAATE [ 4-2]¢
Zrt,

A ARG AHlA S A ET, viRl2 2947(53.8%), 87|12+ 987
(17.9%), FBolz= 145%(26.6%), WiEdE2 19(0.2%), W=+ 37
0.5%), Mt e 195(0.2%), 387182 2980.4%), 71et= 29(0.4%) 2
2 yetdoh wig ) A4AE AnEY, ¥ 2939(71.6%), "2 227
(5.4%), 52+ 788(19.1%), stit 9F(2.2%), &9 TH(1.7%) 22 et
urh 2 312 AuEd 1~23% 1359 (45.2%), 3~431= 689 (22.7%),
5~63]= 21%(7.0%), 7~831= 248(8.0%), 93] |4 518(17.1%) & e
vt vig 4l AmEE 218 226 (23.7%), TAHE 1407 (14.7%) 2
AL 85H(8.9%) 07, Z4HE 90H(9.4%), 2S4S 119(12.4%),
A2 821(8.6%), BAS 54(5.7%), WAEZEL 34%(3.6%), FAL
33 (3.5%), °FAL 46 (4.8%), UHEE 209 (2.1%), 7|et 25 (2.6%) 22
ettt ) AR olfE ATMEW, AN 254Y(44.8%), FE 339
(5.8%), Wiz 33H(5.8%), AA® 109(1.8%), = AEH= 959
(16.8%), 9L 68(1.1%), F1= 2%9(0.4%), AEE= 499(8.6%), Ast=
80 Lo 2( 14.1%), 7Iet= 5H(0.9%) 02 UEtth. $2Es AFYS AHE
A, 25 o9l 1338 41.7%), 71 9t2 12978 (40.4%), AA eH8d2 8
B(2.5%), EFE 208(6.3%), MJAPEE 185 (5.6%), 71et 119 (3.4%)
o2 uyetgth 139 AMgFHS AoHE¥, 1~27 uehe 108 (34.0%),
3~4uF muke 1929 (60.4%), 4~5%F m|eke 109 (3.1%), 57 oAb 8™
(2.5%) 2.2 Yestth ZAYHES AHEdA, stEAAE 2609 (81.8%), T
Z A= 14%9(4.4%), AFtolA= 1093.1%), WiE7tEZA = 287 (8.8%),
A2 Z24 69(1.9%) 22 LeEbdt)

!
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[ 4-2] @7 dgate] gl ol gaeo] et HEEA

A g5 RS %
oyl 204 53.8
asla 08 17.9
Zpo] 2 145 26.6

)= A==N
A A2 < o : iy
] o] 1 0.2
571 2 0.4
et 2 0.4
By 293 71.6
o 2 5.4
W o AA 25y 78 19.1
435t 9 2.2
52} 7 1.7
1~2%] 135 452
3~43] 68 2.7
9 3 5~63] 21 7.0
7~83] 24 8.0
95| oA 51 17.1
217 226 237
a7 140 14.7
A 85 8.9
Zut 90 9.4
23.04) 118 12.4

SFAL

NERERY o o i
AERE 34 36
o}A] 33 35
o] 16 48
UAE 20 2.1
e 25 26
EZvT) 254 443
e 33 5.8
3 33 5.8
s 10 1.8
. L] 95 16.8
(%E }\}’g’ O]‘IT _ZFEH 6 11
e 2 0.4
4 49 8.6
A3} 80 14.1
et 5 0.9
— ERTe 133 1.7
TEse A ?};} ;j;j 129 40.4
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F .942 315 .535
p 465 .929 782
APSAS n/a n/a n/a
200%ta] gt 2.08 929 3.57 1.020 3.62 .982
200~3007% 2.23 951 3.63 1.040 3.42 1.000
300~4007 2.03 846 3.43 .982 3.66 .960
400~500%F 2.00  .926 3.37 1.082 3.48 1.039
e 500~600%F 241  1.073 3.52 1.028 3.65 1.016
- 7005014t 2.00  .822 3.33 1.163 3.19 .942
A 2.13 926 3.53 1.031 3.53 .989
F 1.006 618 1.051
p 414 .686 .388
Ao AS n/a n/a n/a
1 228 982 3.33 1.207 3.56 773
21 2.28 890 3.61 .988 3.42 1.030
Sz 3 2.06  .890 3.58 1.067 3.58 .954
;L; 4t o] 4} 206 947 3.50 977 3.55 1.049
o1 A 2.13 926 3.53 1.031 3.53 .989
= F 1.216 .668 373
p 304 572 772
Ao AZ n/a n/a n/a
%2/%/11(a) 2.07  .878 3.60 .955 3.51 .983
AEH D) 2.21 .889 3.99 .935 3.62 .956
st (c) 1.98 912 3.14 1.038 3.51 .997
st Herd) 246 1.044 350 950 349 1.068
AA| 2.13 926 3.53 1.031 3.53 .989
F 3.257 12.302 .258
p 022%* .000** .856
Are A= d>c byc,d n/a
1~29ta|9k@)  1.90  .844 3.22 1.026 3.61 .974
3~4qtmgt(b) 230 .949 3.73 1.001 3.55 .960
4~57tm]gk(c) 170 753 3.35 .944 3.25 1.007
A& 5% o) 1.81 753 3.13 916 3.06 1.148
= A 2.13 924 3.53 1.032 3.55 971
F 5.556 6.413 1.117
p 001%* .000** 342
AP AS byc byd n/a
1~23](a) 2.23  1.168 3.23 1.025 3.28 932
3~43](b) 2.19 820 3.46 967 3.74 1.253
5~63](c) 202 873 3.21 1.091 3.26 957
A& 7~83](d) 1.90 361 3.90 1.053 4.29 765
314 93]o]Ak(e) 198  .648 4.07 .800 3.57 .663
A 2.14 955 3.48 1.031 3.51 1.005
F 1.191 8.267 7.234
p 315 .000** .000**

_64_



Ared= n/a eya,c d>a,c.e

7tE ZAA 2.14 948 3.52 1.033 3.52 .969
FoE A4 186 719 3.32 1.367 3.61 1.212
Al Zfol A 280 919 3.65 1.081 3.70 789
A7 Hig7t =24 2.07 .790 3.57 .930 3.64 1.026
e MEEFAA 158 376 3.50 75 3.00 1.483
°r AA 213 926 3.52 1.033 3.53 .988
F 2.197 .185 .620
p .069 .946 .649
ANITAZS n/a n/a n/a

25 3@  1.99 .804 3.52 1.059 3.54 791
7 9t () 2.34 0 1.023 3.65 1.045 3.62 1.166

gz AAEEAE 225 756 313 744 2.88 231
o HE eR(d 210 968 3.20 .909 3.47 1.124
Q‘j AAFEE  2.09  .795 3.22 943 3.41 1939
o o 71EH) 1.41 769 3.50 922 3.32 1.007

o A 213 925 352 1031 354 989

° F 3.415 1.322 1.079
D .005** 254 372
ANEAHS b>f n/a n/a

*p<0.05, **p<0.01

AA A9IR Qb)) SAE 1] B4 AT Y A
2w AHgsHe BA9 ANOVAZ Agateet. A5
T

[€) =
Ak 7he] W i}o]E 17 Ho} F7HAet 242 Scheffeg Ah

H
Wi AE o] mAbbEO R WW wy, ge4 wiros Sk
Aeidz JAH mael P4 FAHS AHEY, Fglo] 428103 foj3tE
o] 0060122 HAH BAe] webd FAHOR folg Aolrt Yrky @
S oorh Bed Akl A4 EARE AMuu, Fgo] 1.3790]1 §ojetE
o] 2490188 Beld BAY] wehd FAHOR fo3 Aolrt rku @
% gt

AgEz AAE B A% A

ok

filo

AHHEH, Fgho] 865011 o<t

_65_



B0 5210127 A2 HAfo| wtd SAA R Fofjt Apolrt Sltkal
T ot 293 Bl A4 $AZE AW ET, Fglo] 1.8480]1 2%t
1 .09001822 =84 HAgo webd FAZHCR FoIgt zol7t Stkal
glet.

A5ER PJMA B HA FAF%S AHET, Fgre] 1.0030]a e
o] 4160|122 FMH HAfo| wtA FAAHCR ot Apolrf Stkal
gtk =92 Bl 24 $AFE AHEH, Fge] 1.0870]a #2l&t
3680|282 =84 HA wEkA FAHCR FofRt Ao|rt qlnal

ok Mm ok

b o
LS
<

msLJ

o

4 o oot o

¥
T

g pAQER A BAd A4 FATS A
folstgo] T140]BR AR A wehd FAHC
o @ 4 gich Bed Akl 44 BAGS Awme, Fgo] 128003

ostge] 28lo|nz Beld mAb] b FAHCE O3 Holrt 9l

mHEH, Fghol .4550]1
o

Jk?l

shepge AAA BACl AY SATS AWBY, Fgro] 07403 §oj3t

Fo| 9740182 A BAo] wetd SAHOR folg Holt Uty @

% gith. Beld BAe] A4 BAWS AWEW, Fgho] 652013 folahEo]
2 24 mAd wetd EAMCR o5t Zolt gty & 4

AzFods AAH Aol P4 SARS und, Fgle] .5890ln
ostge] 6230]B% HAH BAL] b EAHCR oI5 Holst qlrk
4 gtk BeA Bl A BARES AuE, Fgol 3086013 £
ogtgo] (2800 Belq mA| wepd] EAZOR folg Ffolst otk

S

Sz JAA BAr| AA EASS AWHHEE, Fzro]l 10.5370]1
folghgol 0000lne A mAe] wEk FAdoR folgt Aolrt 9
o g 4 ok E2A mA] A% SAYS AWEw, Fglo] 9.0000]1
Golgtgol 0000|128 Ead HAd] watq BAHoz Folgt Zfol7t 9l
ot o}

—_

(e}

—

_66_



A7) s AMH BAe] HA
Golstgo] 0510|282 HAMZA HA o] ulehk
} g

o o 4 Qlth =9 B4 A%

& ArEe, Fzro] 239002
SAHCR R Folrt 9
& amiew, Fgol 1.7030]1
BAROR foIFt Holt 9]

5
o] o8 AFEE FAH BA| HA SAZGS HhR
5365011 Fe]gtEo] .0000]BR HA A HAFe] wrEpx] SAH S
Zpol7b Qi & & ok EEE HA HA SATE A

2.4400]11 §-olstEo] (0340]B2 EE|Z] HA| wehx] FAZ 0o

Aol7k itk @ 4 ek

)
i

I-U: M}

rg U

o J0
lo = lo =
@ 9 o

f
Jo

(3 4-11] ARl o2 B4 W
HAMH BA =224 B2y
M SD M SD
20~29A](a) 3.81 804 3.33 .895
30~39A4](b) 4.03 647 3.45 .992
40~49A(c) 4.23 .806 3.18 .861
P 500173(d) 3.94 747 3.30 927
= A7 4.02 754 3.33 .929
F 4.281 1.379
P 006** 249
Ao HZ ca n/a
FH 3.90 .892 3.36 .926
A 3.99 .699 3.35 .870
SAr 4.06 .688 3.45 932
A2 4.15 685 3.23 1.133
A9 A 4.03 .932 2.95 .803
2 TEA 3.57 720 3.72 1.104
71 et 4.13 676 3.09 774
A 4.03 752 3.32 935
F .865 1.848
p 521 .090
Ao S n/a n/a
200702t 4.01 756 3.28 .920
200~300%F 4.08 653 3.50 813
A2E 300~4009F 3.98 .902 3.19 1.069
400~500%t 4.04 726 3.26 1.008
500~600%F 4.23 660 3.16 .979
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70070 A 3.73 782 3.37 .935
A 4.03 750 3.32 934
F 1.003 1.087
p 416 368
AT AZS n/a n/a
13 3.95 745 3.39 941
21 3.98 687 3.15 .999
37 4.00 811 3.45 .926
7t 4rgol it 4.08 741 3.29 .905
! A 4.03 750 3.32 934
F 455 1.280
p 714 281
Ao HZ n/a n/a
Z/%Z/1 4.03 875 3.21 916
AEA 4.04 755 3.36 .923
st 4.03 .601 3.39 .878
2159 skl 3.98 .853 3.28 1.128
- A 4.03 750 3.32 934
F 074 652
p .974 .582
Ao HZ n/a n/a
1~27F nj9k(a) 4.09 .909 3.15 .903
3~4qt d|gk(b) 4.00 611 3.44 .909
4~57F wjgk(c) 3.94 1.375 2.96 1.136
A& 5%k o]/(d) 4,22 627 3.71 933
=9 A 4.03 745 3.33 923
F .589 3.086
p .623 .028*
Ao HZ n/a d>e
1~23](a) 4.05 .907 3.46 1.020
3~43](b) 3.86 .599 2.98 961
5~63](c) 4.07 .640 3.55 .926
7~83](d) 4.88 .300 2.74 439
A& 92]o)/(e) 3.80 425 3.76 611
Sl A 4.03 769 3.76 611
F 10.537 9.000
p .000** .000**
R erb,
1532 d>a,c,d,e
a,cyd
7tE ZA 4.05 762 3.38 .939
FAHE Z2A4 4.14 .658 2.95 .366
A A Fol Al 3.72 .850 3.30 1.012
i HZ7tE AA| 3.75 .605 3.18 1.044
HigdZ 24 4.64 .590 2.60 .548
A 4.03 752 3.33 .934
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1.703
.149
n/a

2.390
.051
n/a

Njo

o
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3.87
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.350 3.48 A24
749 3.18 882
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olgelwo] A BATS FRrol 31901 felkgo] 8650lnE FAHO
2 ot ot ek @ 4 glnk, wjEe] o] AgrEE Aol go|we
A4 BAWS AR, Falo] 2256013 §o|sHgo] 049002 Aol GOl
o ufebd BAHOR ol Aol ki & 4 gk

[ 4-12] TARAT Aolg ol Pt 2o] B4

HAg4s Aol gl E5q5

M SD M SD M SD
20~294[(a)  3.63 685 1.61 765 2.86 710
30~39A41(b)  3.81 669 1.69 .879 3.16 691
40~49A41(c)  3.84 665 1.42 759 3.09 671
P 5001%4H(d) 3.70 685 1.92 924 3.14 553
= A 3.76 676 1.62 838 3.07 682

F 1.601 3.589 3.182

p .189 014* .024%*

Al A1= n/a d>c bya
FH 3.06 623 1.77 922 3.06 623
SHAY 3.18 .640 1.72 856 3.18 .640
A+ 3.06 724 1.50 776 3.06 724
HAE2 3.04 751 1.64 .899 3.04 751
294 2.98 640 1.58 732 2.98 .640
21 T5Y 3.06 612 2.00 1.095 3.06 612
71&t 2.94 748 1.71 .920 2.94 748

A 3.06 687

F 619 1.056 444

p 715 .389 .849

A AHS n/a n/a n/a
200kt 3,73 678 1.53 786 3.09 697
200~300%F  3.86 .580 1.67 .853 3.09 .700
300~4009F  3.69 805 1.69 .895 3.04 .540
400~5009F  3.75 .700 1.28 591 2.94 778
e 500~600%F  3.83 630 1.77 922 3.20 794
=T 7009F o] 3.60 661 1.89 .900 2.84 717
A A 3.76 674 3.06 .686

F .838 1.915 .794

p 524 .092 .554

ANSAHS n/a n/a n/a
Sz 14 3.74 694 1.80 .901 3.06 .649
;Jq 2% 3.66 678 1.65 .840 3.10 704
or 39 3.80 712 1.50 .802 3.07 646
= 47y o)At 3.79 645 1.63 834 3.04 720
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A 376 674 1.62 835 3.06 686
F 549 1.187 122
p 649 315 947
ANSHS n/a n/a n/a
2/%/3@) 372 762 1.72 869 3.06 665
ARHb) 378 .649 1.60 832 3.27 639
st 379 .557 1.56 803 2.87 688
se W@ 372 827 1.60 871 3.15 695
R 4 376 674 1.62 835 3.06 686
F 253 548 5.870
p 859 650 001**
AleAd= n/a n/a byc
1~2ut
o) 3.74 713 1.42 730 2.91 652
34t 79 609 1.74 873 3.19 675
a5k (b) 3. . . . . .
2% 45t 355  1.222 1.13 354 2.77 534
:Li m)at(o) . . . . . .
B suk o]AHd)  4.03 687 1.63 916 2.67 624
A 377 664 1.61 832 3.07 678
F 770 4.301 6.082
P 511 005%* 000**
s A= n/a byc byd
1~23](a) 3.83 831 1.60 .828 2.91 721
3~43](b)  3.53  .624 1.49 766 3.12 783
5~63](c) 3.88  .639 1.80 834 2.83 648
qg  188l@ 408 233 1.13 448 3.36 629
s 9%l 379 340 2.00 959 3.21 414
- A 378 687 1.62 841 3.04 695
F 3.773 5.652 4.005
P 005%* 000** 004%*
ANSAHS d>b c,exd d>c
Jl= A4 380 685 1.60 835 3.06 678
FHE ZA 370 356 1.79 .802 2.93 947
A z}ol A 356 .819 1.60 843 3.38 634
Ay MEEEA 354 671 1.71 854 3.10 587
e E@FAA 388 354 1.80 1.095 2.69 846
°x 4] 376 675 1.62 836 3.06 687
F 1.270 319 1.128
P 282 865 343
ANSHS n/a n/a n/a
gg O eIl 371 583 1.77 881 3.02 589
o Q‘j b gtA®b)  3.88 758 1.47 777 3.20 765
<7 A7 371 171 2.00 1.000 2.75 218
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ABSTRACT

A study on dissatisfaction and complaining
behavior of delivery app service users

Jeong, Won —jin
Major in Food Service Management

Dept. of Hotel, Tourism and Restaurant

Management

Graduate School of Business Administration

Hansung University

Delivery food service has brought a variety of food delivery services
due to the increase in single—person households and dual-income couples.
With the development of the IT industry based on location, delivery food
service has become possible anywhere. In addition, the COVID-19 virus
around the world has brought major changes to the restaurant market.
The change is non-face—to—face, and the food delivery market is
expected to grow exponentially in the future. However, along with the
growth of the delivery app service, dissatisfaction with the delivery service
users is increasing and it is becoming a social problem. Although many
preceding studies have been done on the growing delivery app, there is a
lack of empirical research on dissatisfaction and complaint behavior
among delivery app service users. Therefore, in this study, the usage

patterns of delivery app services are identified. The purpose of this study
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was to analyze the factors of the compensation methods for
dissatisfaction and dissatisfaction, and to investigate the differences
between related variables and the compensation methods on the intention
to reuse.

Based on the previous research, literature survey and related theories
were reviewed, and 23 items were set after classifying the delivery service
quality dissatisfaction into three categories. Complaint behavior is 8 items.
Compensation methods are 10 items, and the effect on re—use intention is
set to 3 items and analyzed. The analysis results are summarized as
follows.

First, As a result of the demographic frequency analysis, Baemin had a
high rate of use. The rate of use at home was high. Used once or twice
a week, 30,000 to 40,000 won per time, and 4 family members. Chicken
was the highest for delivery. It can be seen that various desserts (coffee
or cake) are delivered with the development of packaging technology. The
reason for using the app is that it is easy to search and you can pay
with a card at once. Concerns include false reviews and fake restaurants.
Delivery app users can see that a family of four spends about 30,000 to
40,000 won at home through non-face—to—face communication, but they
have a problem with false reviews and fake restaurants.

Second, the analysis of differences between related variables was
divided into dissatisfaction, complaining behavior, compensation method,
and reuse intention, and analyzed by demographic characteristics and
usage behavior. There was a significant difference between inaction and
physical reward by gender, and by marital status, it can be seen that
there were significant differences in delivery staff service dissatisfaction,
Public Complaint Behavior, and inaction. In the case of dissatisfaction,
there are significant differences in age, educational background,

expenditure amount, frequency of wuse, and concerns. Complaining
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behaviors showed significant differences in age, educational background,
expenditure amount, and concerns.There are significant differences in
re—use intentions in terms of age, expenditure amount, frequency of use,
and concerns.

Third, the results of multiple regression analysis on the reward method
showed that the physical reward had a significant effect. Considering that
the compensation method for service failure showed that physical
compensation was a significant result for non—face—to—face services, it is

necessary to strengthen physical compensation for service recovery.

[(Keyword] Delivery app service, dissatisfaction, complaining,

How to compensate, Reuse intention
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