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AZtEE BE2e2 Y}y 9o ($o]4-0]ES, 2020) /Wh A AE

ol
o

=2 —lOll
ojN i
rsh

ol g9 ol JFS WX HoR o] FERARE 4
Q3 EAoltt. AH|AE] YArAA Qo] F8% E4S 7L 3
(AA4, 2020), AH|Ape] QAL AA wpAo] B4 dit FREMS F|
FHE ARE vuste] HFHOoR AFH AES At 7ol Arkels
3715, 2018). wiEhA] o]et o] B A= wid-3A] A& APd
TEHA-2FD, 2021; AAZS-olFF-FYF, 2020; od, 2018; olAA,
2014)2] 7= Higog AH|A} MR ZQ5H Azt ALl uig
=29 wlwE AANAN F2SHA ABZst= vWigaAde] A" A 34
TS sk Aol ofzt WM PT AHH of T2 dEE A ol8st
TFuiot= AR Fojtrt. w34 AEEA9 Mdo tieh APATE of
[#2-117} Zo] A2st¢ict.

o
-

LS
-

A7 g
MEeAe auztel gz PEo] Ades 2

28402 | AFEE AR A gApEAY 870} sgE
2202 5 = 24,

QoA 0lEs | 4B B olgnAe e} JFe wAL Ao
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(2020) & d7o] FFARE A= 2T EA.

Mg auze] dddsol ddadn Ho
o] (2020) 2254 v BAE 48R JAEAR(N 84E F
ZA7E 44
F¥(2020) Az 2 9 vFE dAst= F4a% 7+
S5 B 82N G=d I Sk e
AR500200 | o ] i
2 270 4% A%E AR Fad 54,

P EEREEEREE wa j2 %
o5H018) | W Hold ARE vwstel AFAoE AEN
2 s 71zl 8

A A48T 0% £A9 ATA,

= g4 A2 ALE 71 FA= 4 4H EJES g 2 &
A2 7HAH 27, 0|30k FHIO AH7L AL SIS Jow E-L A
o] #R7F HAH AAAL glen o g EAHl TAE w49 A4,
A, WEsaR, WigAzt 59 A" st FaT 89or XA
ATENG-ol4H, 2017). AHAEER AT Muls FTZo] FAAME
HEAAT 04, EFA 89| ST AHlL T {oet %= Ul
= Aoz EAHUIY. AUE4Y wEEte] A A= 244, THEA,
&

4 aQdto] Z97] WHo] #oHQ FFE mIHL SHATHES,

]

A olg 1A Ae&Ae] it PHaAS 249 Bt A
H 5z A 249 o, A4T Y2 A1, 249 A 37, vgn S
del 25, BEAN WAL 2Y) X8, AYT 1A Fom s
(e]A4, 2014). Wig24]

A9 AA, A9l o gAe dF 57

e o
FEE 5 ATHEIRF, 2020). TFHQOIDL SAl9] o A, B, Y], =



go ol
o

to

1

o

)

fo

rO

o

fr

Aes g3 54, 4, 9, Ao s ARSIl s
2021). ZJEQ2016)= WEA9 HFEA 74802 HAA, ©, 74,
JFFo 2 AN olBA-FAWUQ0IDE HFEL A=ade dfFe
247 a9 9FF e o= FASHHL. EAF QRN 5419 AAEe}
WAl 22419 Fole Axet 349 d B 349 A 49 o=
TAstgon QPA grloz= JA9 AFEY, 549 714, A9 Hie
74, 49 s AASAS. 4430149 R o, WiFe oA, o
7ol e r FASHUTE 1719 Hig34 AgEAo] nAwRE 9 FA4
Lo "= G B AT MiESA AgEHL 3489 nHAPe
Q1 Mul2gRl FRgloz HolstrHoldFstAgt 2021). Khan(1993)2
A FFE "X HIFAEEY 891 244, vE2dd, JEH, A
214, A4, AQA, A3-AAA, 23 2 FuH 2% 5 87HE AASH
A8 g4+ SA& 4R oted A¥For JFS FH HEAF Q94+
ARl HEA FFE nAE= Aoz EoH(QeY3T, 2021).

A @5(2020)= Wil AE&EF FAa92 o
A, Wl ABlAZ st dAE 24 dEEAg 8 F
AL UEE] 52 9F2 YA ZZEH, 7HE, %2 =
A FFE nFdty oA, 2019). wEbd B AT A=A aE S
o]Fg, 2020; A, 2019; H4=2, 2018; 7AA, 20165 oA, 2014)
o s wig3A AeEAe it pAgaclo=s a3 4 349
A4 7tAo] diste] AFstazr off [F2-2]3 Zo] st

9

o

Tl

!

7

A1

R

ar

s
sl

o)

il

-

o2
i)
o

‘lN N:-'

X

2 o

[E2-2] W54 S 7484

A7 7429

oA

Do |80 ade MeeAsl @ B, 94, A
o A9 %, 849 ¥ &9 AA5E 849 e,
0] 4 (2020)
249 amy, sa9 B




s A i ]
G oE AL S
rIA_l = n_Al.o 1_|_-_ .Ll.._
on do o M_m M_. %
A vy
s B ol = 2 ks
SIT = w |E |a”
. B om0 =0 H G © .
[~} N a ° m X 10
o = ol .| R Hop %o P T
| o T 2 DR|T %
] . 3R a <R v
~ > 7 | =T - JE T - "
= T |3 o T 3B , = 5
ﬂ_Al .l__/l _“T_ jo _ . ™ kT __0L Wﬁ .__lmﬂ X o
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E T D | | PR LW
= = 2 | B T T oo | L E ¥
" 0 X o0y mu X Q° | B | T o ke ,
X - | B XX | % Nk E v &
A KO R Or ¥ ; :
7 e TR D i " o
S R e T Ew ST
o | o | PN OB e | k| N Ed EPa g
B R NeEwe w ke TEIR 2
wo| | I IR S
z ) R - R  f | & o E o
v Bl w Ly gk B E
T R g T | L«
E G 3T sk E TR GRS T4
w5 = | = | op Ru T | op op % oF
R 2|2 g |2 &
__ R 3 2 © <t \OlJ/ ~
T § 8¢ S S| 8| 8 :
=S| P | o i Hlo® |3 :
= S | D g 8% o :
5o & & % K Y *
<fo N oF ° A R

1o =21 A1A.

K
Hi
JE

2.1.4.1

toh o] Eo] ulA(minutus)olA &

S|

A

aelojz ¢

e

#E]gom makAolel H|:E (minute)d]

) (menu) ©f

3

L

TH}A 7], 1995).

5
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= HER "R ¥ %ZP Fd840 FH84 ¥ 2 A4 £48
*4 B An-AHE, 2014; Powell, 1995). W< 7 71239
sl A4S AHAEAA AGste Aot &, 9HFHoz wuf 7}
i % 13t 7Hx] 281 A 7HAE nAoA Aot YHHo=
Foll A At AFZo] figt ARE HAEA FFste Aot
2014; °l 39, 2006).

R tigt Fole ul$ thFsiAl Folgith. sAEe] Adfe] wet o
FotA == glow A= FE AFO HHE FHeE FE i
grlstal o]FojF o, Ayt onl: HlFARe A2E AR wujxAd A
BE AFote MARA wiwe AT onA], A&, AMHIAE UE FL
DA ARYFA oA FREE ‘3”2t d 4 Jk(Nancy, 1990; Albi
n, 1991). "9 71F 7|22 4L Fufjstizt st AES 1A A
ol Aotk vl A 4] Fdd ol Bed] EE5I 7179 715
IR g3 nA3 7|YgS AFsHe €9l Bujde] JEe (el AlE,
1998). &Mz QA7 Yol Foste 7]oqste FRo] AXHEA Hire HA
A AA EE B FolA 1 Yok AgBRE JAFAEL 1ATZS 9
3 dEL wREdd wdSAs Adsty] fl& A&stn wWeg #HE 34
= o] A =282 ot itk ALES fEote viwe 2ANA 714
o] AIFE & Y= BE AL HFANA B2 sht9 98 FAolB= HlF
£ B9l A0 71H4E ARAIIE oHA A AdEH= EF 9 AHAg
g5 A 55 AES, 2017). AF g2 ofgor Ly 1 F %
< 9% =

A7 °1o1 ﬂ@zu JFL FE a2k " uk AZeltt. A%

ok rlo
:L rEa

>~

Q99 g7l o, AAE AgAv

’

=
AL B9 249 w@% wHY 5 ok 249 Rk A2E go] 9

g mAD WA 2 A% 2L tE A% S47 4T Fee] BEd] 5
Aee 3L BAWES A4 2902 AFVTHA Andolina, 2018).
e ACA JbE e Ao okgolw wWRE Bt Aulzsl
W 17 b olnlAvt e wkEAS AuAE ¥4 glom BAS
o g et AXE Bt 8 4 drhEAS, 2015, HREAe) e
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4 a9, uire] ¥d FALL, wie] o 2ol

ok
o Wi A4 ade &40 JHE, WA, Qe AR, 249 71, &

ol

qol Az, g49 FWte TARAL. kel 996 THarNNE Hk
o geo] Weld, vy, 249 LT 249 2y, 24 LY, 24
o) AZ Alztol k. Hel JFH AL A9 ot A, 2419 7
7, g49 ABA, el FHoE PR it A W) Sl

$ e

A wAY £ 1A of4] wl)
A AZHE &4 R SR BASe] AZ4A WY AWHA Aol e
SehEb g, 2016). B BoHe 4olo] FHSAA BAY WwE 9
4 quaqel she] BHoR 1A AsEe F3HA BEES o7
o]
A

o7 s, vl FE2 17
T

_]\l

}Ol' -l>

ge B S AA9 Prske] hEe FHASE &oldE 37k AD4
= 249 9T Bkt A9 T & KA %E 2016: A%, 1998). ol
018} 2HAT e Ad@v wiel %, 2, thpy, SH4, 2%
4o, 9918 WAL AHAE FEAZIA Eok A ek, webd &
AT HE HEY APATCIEA, 2018; HAG-AAH, 2016; £50], 2
014; A%, 19992 Mo MBS AFL Ba A 879 &
MY BEES 5% AQWY ohiet vREAY Bk $o9 FhetAA
Ee FHAAE solodm FHILS gk 49 9T Bk BostnA

gt

2.1.4.2 HoA

“HO"H AP oulm ARgSHEH i WY Aolw FHolu 3o H
SHAME Foft SAS dulsi, &R A7t kS FHAagsr] ¢t
AA =0l ATsFE 24, 94, A" i FHH L2uA=9] B7
g 4 A(H0S], 2017). WAL FHO|Y = wherh HERt £
oJu|5t (Brown, 1990)A1FCIu AHlL & ZIgol Aisidls {532
o izt A& HAS e BE o840l d=sto |k
(3], 2017). Davis(1989)= Wod2 A2dE o]§d8 o W2 =3< 3t

l‘_?lﬂ 0_>|:4 0'_>|:4 —|—4
oo me o
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M AFE Axstn Rojstgen ool tetel AAH Asld W
et AT dot AR D 7SHG S £ WA FE Bt
ZAlole], £WAZE FolT AGATH L NZE FAFE RE §
Fo] Aqulx Bolg o] AFATHAL AFARAA- AL, 2013). He)
B(2015)9] AFNAE ERES] AHY WADE B 2R F7 sk
Ae 7HAmE ohel Ak 2 WOAE e FaA =1 Yt
ERERYE Q018 HuAd] dad QA 4F5e A4S 109 0
4% GRS A BT AL, GRSAL o gt WHoRE WY
HES @%— FE I Ezg con et A, ML 32
= AL W3 e, A% FHst 93
2, aamav} 98w, A7 BE AASH A RE 29E A0,
A7 g, BAA TE wolof &) 59 &A% eI Yt £ )
g
S5g Agste Ao vehtn It Y-S, 2022).
Muter(2000)% vz} H§2 Hastetel Aste A2t 448 AT
Hrte a8 A7) g Moyo] AFolt AuaTe) @ o] g
oA 4 acoz THHL glom IASL W] whe WA W

=)

rsh

ST YrH Sheh Berry(002k mAC] AZE At nEle B¢ ug
2 3] Hast s Ao $Yo A7 koE TFAA okt
Hoge eAe FERH AANAL B AUAS AT Ed Boly
A AuAE B8 Wtk 2ATEe] Yov ABd] g we

4 5o wgstn Aot ANSITHEIA

8, 2019). ARETQOIDE 44 £9e & 4 Aokn 39 shgen, 2u7
2o AN AEL A%stn WS o18F 4 9on Agstt nASL
Hl g3 7S HONATE AHAE FT7eHE ARl B8 BolAR glod
olo] w2 Mool e ot Fom A% 4D Aoldn sy WA
Q19 BIYE 4 wofe ol HEYR, B4 Ay, daEdel 2
2 a75] et Letel BABS Fael AuAEe AL Bas
ST 4 SIr Wb B aveldl Wy AWATAS, 2002 o



st 2019; ZAn|s], 2017, A@4, 2015, AAZE, 2012)E v oz HOYAHL
A AzHRE ohet ] g-g AAAA NS FAAAL Boket Bol,

2143 =%

ZAAZ17] Sl FARG Eﬂﬂ F84ol %
z 718 71%5E 9ol gFet 7lsS Pstar 9l
ot ZFCOARIL 1A A4S Z}JS}D% Lot HfujE WEG}D% o &3
N's& a5t = ABAA wiES & g FTHALLEA A F2 Yo
(3129, 2019). F2 A& %LHH Al AR 28R AEY 7HXE WA B
A5t g4olH AEHo7 AES HI9 HES AJolo|A|Tt ulA|do] 4
Ao o]Fojzm A2 HWoPH 7P BHjEH T FHOoR
Hste . JoHHEA-ZZE], 2021). AFY] 22 A9H G878 HE B
T 2 fAE 7oA gor AH[AY] Y-S Hesty SHoHA WHEREE
Lol FFZHYREZTZKSA 1006)0] Waw AZo] g Pit
o AF 2 2% F5HFd Ao EFol /KA Qe 179 Jhx|%t
Bosh] Qs A A= Ee 8718 AMgote 7l 2 B 5 A9
Az FoHcH YL A7 0 2%-H435], 2016). Boylston(2009): ZA
AZolgte Mde =Yste] 4L 4F9 AFo= s EF 9| 7]
XA AmES tFoF ot AT L5g AHAF AXGA
7|4 H7|AE ofF F85H B, ul=2 24 Aol At
o7 A Agez WA 7L k. @] AHF] A FRAIEHE=
u]-uHO_]o]E]-” “—x]-_g /\}io n]-o F L= Z_Q_o]- 9_|ﬂoal-_% 6]-1:]- ?
gt BU12 SRSt glom A2 AR nhéd
AH|ZEe] HOE AFstr] 9 Hiel o5d
A3 712 Hufj7tz] S =ik
2 Adiet A #HstEdr A2 RolEe 9
Adct. Ao ALE]7L AlFE FEARS A AM|FEA
3= AgEEA XY 871 AN HS Fae% e47 HYoH AU|&

ok 02,1.'.

iy
mlo

S 8 of ro o
o 3
H=l o

lo

o do 2
=)
=
R
n
o

1o g wt rr

lo
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I AaAe] dgz 2739 I Qo] IA FE Aoth.(AH, 2012).
o5Y EFYAYS Rt A%, ARIAEH o 879 OE HARER
TFESt3 AFEStal Itk(Borishade, T. T. 2015). AH|A= AES FLujjst=
82 AEol Zldste oFa UIFAA F= MY Yoz AR HY
(Siahdashti, H. Jaber, S. 2019).

AES g1 Y= TS R nHajo| 2] NHH 21t Ao, ASHS 5
2 gol AHAEANA AEY dS AT 5 YA Frh(Papanek, 1995). ot
A 2 dFoA= 2 AFAF(EE, 2019; =275 2016 Wz, 201
2)E "oz ZAL AH[FA AR Adot= AFUACIAY Tolw &
F B ¢ g2 752 7IAEE Aot

2.1.44 A&A

A& HqUAZEZAS AsH= “SERVQUAL™Y Qe 29, SgA
I 7B vl (ASY-FE A 2010). EA](2010)= AH[ R ZIdEE Al
L O AEe €2 4 oH AR mE JUE wdstal o] o
2 74 H3S FAT 4 Aok Leclerc et al.,(1995)= AHAEL AH|AS
W= Foll 7IdEE t7] AET AH|AE AlF 7] AR AH|AE AlF
He &

of dAst= 7] Alzte] © A Fsfotal BRtAHTAL F6H4Th E
& AHAES AEFE F9 AHAE @17 st AZE g7 AlES
Hrtsold Fa%t g4ty Stk oAH AuiF (2022 ATE 4K
I FEH A&Hom FESH wide A& AH[AEC] A4l At
AME AES Edz2 1 A met 8 A54E 7HE 4 itk f2E
A=t < 7] Sl& AAR JoeEe A AZHE ARt
gt ztol= nAWET} Aol ot FF SFATHDavis et al, 1998). Glass
(1975 479 &£=7t AZke] F9ghs 55t 55 wWEA A= sk 7
do=z Aoste Al 71AAQ W4E R o E3h At Al
EofYE ARSRFL S5t AsHE Q19 Q1A BF, FAlol AAHAA 4

e mAhy Fae



A2 HAS WSE 1 viE Sxof &8RP F2 & di7] A3t A
ii =93] A4 GANME ¢ Sot 84T

Utk AL AAMZEo AR 2 IF= HA= 7 7IEel=L

g 5 A ZJZH%'C’]@%JJ A2 (2002 A5 80| ANtzxoz nAT

ZEo] SAXLE FAF IF "AL o AMRbEe] T|EHor F8F

A 7l A2 EFs ASSH WiEste Aoz FESIAH. 2A|7-olE 4

(2009)° HiE AlZbo] ol AHEG zIShE 4H|AHe] 4H] Ad2 Hold

o2 AFTHW AT Ak S 2H[AY] AT AHHor BAH
= Zigi AATREE.

Hg 5o ASAgold wigde F9 242 ASstal w2 wEsFe
Aoz Ao, wiebA 2 oM ASAH AFAF (A8, 2022 AF
F-rEo, 20100 ¥tge= AH|AE ®7] 8] AZsts 7] A2 71t
= Ha3ste] AAER] FAHAQ] IF= WA= Aem FoRith

>
rlr

4

2.1.5 WigSA AEEAHY] Agd+

Ao AdaAge] Be HAATE AHuE AFH00NE WY

4o A q@ S49] %, A L5, el 53, AT Az,
A8% 7H, $999 284, A2 BEY AA54) 9447 IBH 2
Qgte] g4 Al @Ee] o2l G ML Aoz BAHYY, Y
54 wEEote] PANAE BU4, MY, AE 4 At B9 B

e
et HolAEe] o] fod dFe 7 AR Yeigoern 9453
(20192 Hold A AMeE&ge AZA, HAA, HOA, FAR [
FFS AT Fshiot
A3A(2021)9] AT FR2}19 o|FE QAAAY HgH|e EHx
74, Aol wELe fog JFS v stgler zAZkd fJHo] <4



AA 9 HigH &8 S 7]'—4 A mA]=

AH A7 HigEA] vlwE AEste o glo] F2%
O, =34, 147389 aRlo] osf Fristal glon AH[Z
ot Amfigt wlFoloh(o]'dA, 2018). BFYIA-vf@(2020)+=
A, 27 ZH, vig AT A&3to] HigSAY SaEe R E dYA+=
245 FIiEon #E3AlS AdYst= o+ WE =4S Hi A2
279 oA Hets] &7 AL ukgd ZE A @ AL AJ7to] FE3
A% ol st HiE 54 FE 714 2 O HiEAHIA FHE AH|
29 47 QA HiE 24 29 Tt 7P EdeH talE Hig
MEAS] FREF F AR A et sEg3A2 AHAE dieA
AR A= Ao ool HigAHAE wiF U AlFTe AH[Ae} v
o AFASHRTHEFH G- o], 2020). FHHT-oFE-7AF54(2020)9 Atole=
U7|ES] AE&AL shojallele W &4, WA, 714, 2ol A4
stglon, A9EA 4717 BE BEro) {o3 9= A= ALE AAst
et

g 2412 2419 ot ot A% Al 7HA19 a9er FESIIY Al
712 291 BT A wrEr et FAAT JFE nA]7] dFo] |t 1L
A0l SAHEE FASH] fs BAAEYG T Wy FEe ATt /A
Sfof ol o, 28l AH|A FF AAE HiEIAS
T8 FZHol|7] fio] wlwEd 290 AHA EI} Fads A
(Fauziyah, 2019).

A4 Q019+ 24 HE AP A2 digh 5, A& Ee F
olf = & TQ3 Au|Agtal EAsgth. FERA-HFEF20200 HE 34
Aol B AT, A& 8ol AAR 7HHo 3HAA dF= "AH, AA
H 7= 2HF AR ko] FAAQ IS it TRith ARA-n]
2H2019)= HigH HolZokx 4S9 A ¥
23 ®aA, obdA IHE Edle] AH|REe &1 E3
I AR o] dFSHATH202D) 2 11719 Hig3A& Ad™steE o ¢
of 24 891, AHl28Ql, FHalo] AATZ {oJRt JFS wAH A

BN

iy

>,\l b’-’l‘

flo i)

o ﬂl[ﬂl

R

n[o il j[g o

ofy o

IR g

= )
N
O

1>
lo
!
1o

-

ozi
l'r O_u

mlru .-gg
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=
=
tlo
i
lo
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Q9l, AR a0 4% GoIF FFL wAE Ao vyt
ul2]8](2022)= AV o] Alo] WL A o]gAe] W Mz st
of HigsA F& Al 8= TEE Hevt 22 249 o, & A8, =R
€71 2 2R AASHAH.
AR} gho|x ARt wEt HiES4 AM|E HEA HQow o4 AF
X Aoy ook o4 Ado]l 42 FaEA oVl Foud A4 279 3
o g1 AAG =8 oA & A ujd-&4] A=o] Qo] AATE A
2 249 S st Mol Be 9FS Wk ACE vehgth 1 gt A%
79 A9 2949 9% HAS A4S P9 w2de] 14, 81, 4

_ir_
&% Y, IYNT, ZBoR W ETPEAE AgsieAe $UL ol

O-

oA Adsts Ao usgon A7 F74 Auwt 07 F79 A
HeAle] sty BEETH B FeAsts AT TATE Ag wrde

Y 2 ARFIEARR 2 9T gl AoR F& Uﬂ‘fr TF3HE B &
st *15 1 %214 (positioning)= AAFSHATHAEE, 2020).

9(2013)2 ol Ao wE 713 84 AHEAL, A7
7HA] ZH%L“H o= dAod 98 2 49 F, /‘17”—‘4 an, "oy Fo
AART & AFol E &4 £ES ZEA AdFE 1 AF AF 4HA
o] Az} A oot Z2 FAHHA AH|A} 53%34 AT FAZE A
(Kotler et al, 1986). Wt B ApAL APAFZEA-wEZF, 2020; A
T4, 2019; o]'dA, 2018)& v o= A9 R ¢, 744, 94, "R o
¥, AHlA 5L FFHY AdgEyor AFsiuzt ) v AEE

o] APAFE o [E2-317 2ol Halshairt.

d g

)
)

tr

SE APAT
TLAAEE | B4 L, 8, R HH%* Al Aol W
(2020) -

AeH(2019) | AkEe) Zhee wEje &9 59 o= & Uast AHls

_20_



WOl =AY gusge B AN, By, 4

A% A% 9.

’

457(2019)

old7(2018) | Wiwel Bk 7HA, v, S, el 2kl oS H7L.

=49 4, B, AdE, b4, Y, EF671A

0]£71(2011
ISR | ¢ oz A4,
oxo] ot =R, oA =F4 ueld He AY, &
Qelo] AN, AE| FAA, AAT A7, Ao
AE3H2007)
= AN 7, ©5AT AEA Qaltlo]

Aol BHE YAsh= AolH ¢, FX, &R, £k T oHt 7l 9
SiA S E= AEA AHE WETHERL, 2011). AT AAE

Wole dez oAA A FHA =4 i £ AojAe dFl 3
AR @4 2ZA ouz FostH Q19 utE&o] JHE Wt AH| A
AR 1ol AFS FHlicts PN FHEE T8/ =go=H Fof
SHAY Aolsh= mha"oletal A ostitH(westbrook, 1985).

AR oA whgol wEbA AAA FEo] AZxEHM yeh= FFHQA W
23} 9A9 AgH w7 187 A%E AR HHe T F o B
o ZFHS x4A sjgor o|sed 4 $Jri(Barone, Miniard & Romeo, .an
- Holbrook, 1982).

74220160 19709 o|F QIZte] #AAo| #IF

-

ol B EobA

e
e



gor] Q7o BEL olslsty] A1d Aol APl W olsht Basty
2 AAARD FA AHA EAlRe A &H|AHY] PFdFolA= Aol
= ATFAR AFSAT. ARV LEo| BPe ABRA &
8 A

-
=
K3
R uel A3 isvrw xme} *JEMM Wee T4 A A
L=

A, =4, -rﬁﬂﬁ} TRt 1ol E?ﬂ"lﬂ}i 1443P5‘r(5<_°'1]’z§, 2014). %‘7*

Hhe2 A9 BES AR E Aoz T3 Qo E4 Uk AAY &
v &5 Uehtes Fsde 2 92 vIHL stok(Hs) 2016). 4H]
PEe<s BHoR BHE 7 72‘!% FH Age AFsHAA TS oA 4
AQl AoAgo xRolztal &4 9Jom(Clore et al, 1987), 1A FAAY-S
< 95 o o) A2t Zﬂﬁ(’ﬂ it Bt S44 wedt FAA
= L}E’r‘—H% golgt AASHATHAHAA, 2013). 2 ARPL AES st
= T A BHolH 1AS] A AAA, A4,

d

_>;

nm
i o
-l)l

B AN BARH ARGl ENE, 3], 4
= fgste ¥aE 7ldfe] Sasit
(Jeremy J., 2005). 7]ti2 o8 P9 Au|2o] g o] A43AYd A
o2 dEHE AAoItHAHLA], 2021). 1A #AAFZF gL AES Fuist
AYg MEIAE o|got=H e 4H9 Atz WSk Aol A9
SHRTHUE, 2017). 71&9] AAPF] AFAEL o432 0]
oA x-S FFoH 1A AAAH FFS FHst= H o] =¥
S HttHirshman & Holbrook, 1982). 1 AZFAWHSS Mu|2 o] wE At
ol 117 o] -‘:7713 ARAGH, BARZE, AZHA Aol (oA,
2012), A ARANES 2 Ao 2HE JASA B 43, FA
Aol Hrgowm %—W_E}(?:VE“?J, 2012). &M FAAL FoAA fAPor Z£H

A gEEel A
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o] ¢ #o] AU U 22 ST LHFE HENAM e &
ol 1A AHE ESJoHAFE, 2019), AEFFH Al AHAAIZTS T
A 71Ee Tk A4 dde oA A9 AAHE Bt (R
A&, 2021). /Hs(2019)2 2H|AF PF AFoNAE 2HATE Bt 2
= duiste 8oz 2N, 4H A4, 4H @9 @, 2HR 4AA
e, & Wl odeh &MAE 2H] AROlM =rle AARE AEARA

9

—_

-

ottt &H|AA o] FAste AAA, AH, ZH Y WeolH AF
L2 JujstAY AH|AE Wt ZHAFog Ly ZHA o AYE wWetth(3A
g, 2019).

aA0 A A2 AR 2M|E she Ao F IFE
A2 719 wAR A5l AHH oz grgsie 4H|o o
ANA T2 d&S IHHBAA-EST, 2010). "=hA 2AFAME 4 ﬁﬁﬁ-’:‘
(FAEALA, 2021 AFAZ7E, 2019 FFA, 2015 44, 2019<
74 AFoERE TASA Helxt A3H, 3
AA, Ad W A AdE ATl 28 FAA 2ol T 4 glon
DAZNE MG ofl[E2-41%} Zo] Feshart.

o

o IARARSL

[#2-4] D AZAS
A7 N
712 ofE P9t Al Ao digh Aol 43HY A
o7 AqEHE= A4,
AETe o AuA TS T FAE 7ES FHeHE
oAA AAE FHA A9 AREH.
2 1(2020) | AES FHE SHAYU AHIAE W FRAQ AAAH.
Aol FAok= BAA, AH, 9] vkgoln AES 7
mistAL AMElAE v FEEoR Lyle g9 4.
o[fA(2008) | AHIAE HEdcte HFAA T AP FIAA.

A1-22](2021)

t

21&(2021)

Z373€1(2020)
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2(2016)

°l°l'
0.|..

“
ke el AFe AL A AU WL
ig 4

o
FFAQ016) | g A BAEE E} WMEA P A
A

ol#74(2012) | 1Al L7k wRALH, AR, Hel Ay,
1l ARskL Qe ke Y B wsshy]
ARWQ012) | FoE BASHE HAel 9o FoE FFL WAL 29
o2 Agel 9ol WS Fag 8.

=% Aot A5l o A7 Ftel =
JERCRLER

ol4AI(2008) | AHIAE ATSH FAIA TS AH) T
24 A9aT SA0E =AY AR,

N,
r
N

Z=(2011)

222 D AZAEG AFAL
Mano & Oliver(1993)2 #A7Ao &g AFE AHEA FAHAJN AAF A
Hel P2 A U= 5HY F AYeRE FESIT. Westbrook(1987)
< M ABAQ v AW 1A AMu|Ao FFst= A 279
AHIAE Fofste B4 TAEE AHE HoFs FREQA =4S 73
olg} st AL AMH|AE Foll AES Flishs WA olth. AH| X (service)=
AgAe}t 2|2 7He] ARUAlA Q4T AHEY FHAQ 4
Aol 4F& n|A 4 ot FH(Sundaram & Webster, 2000). F40}201
9) A9 PF& A5t T R0 YA o=} A&H ALg9 F
Are FHO =S et 54 =72 F4H] it
o]5A(2011)2> &3] e 33 23S B BistA "ok Azt
2 QloH A A Hu dWidiz A7t 2%t ReS EE &

_I.u

= 549l
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AARA "k, AulA FEANAE ASFE FAF A oAHQd =
oMo g HoAL AYel #AY YR
Asle 140 AYAHE AASH He 1o AAA Hkgolar & 4 Qlch
o]Fd$(20152 AHAAT B FFHS o= AL AAH FTH A4AT
A Y 52 7|Hte R St 4H[F HE: = AAFH w-SA

A5 I Y& FHAHLR AH|APFS A=FdlE=
Folx 1 ot IAZAESL oA FPst Q= thFS A" S
kS5t & AARsHs #Aof Qo] E TS u|X= 9902 J|Yh A
o] mj¢ FQa3st 942 B £ Qop(Aed, 2015). dE-AHd=(202D)= 2
ghel FuijzbgE g AFoANE FAA TAHI BAH AHoR HY F
A BAoAN= EA=, HE, AHZ, F5, F5ES 7o 23
HolAE EAl, B JgH, A5, gEFHolEty "ottt F3H AA A

L gt FotshAem, 244 ARIAE folsiA Aaste Aoz v

ARE-A54(2018)2 HolA=Z 7HHE ol&sh= 1A difez 224
BN 2HAHE AsA7Ie 2HAY] S84 FTI=E FEcteE A
= = + A& FESHA

A718 20152 A9 FAAQ 7|4 gt 2452 3
EE 7AA 24 Aol 9% vAY SA4H AHY 384 TS &
o BAA @2 o] 71dez HoAA He IS 2HsH A A

BAZol SRAAA, AKol & nAE dFolA =zt

oMl &4 WEAe Tl IHAAAY Vot AP &Kol §= H
F&= A= AeE AASHA

AEA0sH (20125 A AujLgt AAl0| =g Fof BAS AA =l wt

go] FAAYSE PASE PEILE Wor B4 Y= Aew AR o
s

7

=

k=l
)

ox ME o
olr
—|—l

PR AAH e FAH wgo] FAe| 1A

7 aFdgon 43 4 IS P SRY WIF 44



3 244 AAe 29 AE B9 Bgoz TEse AAWSS AN
o A7AHl102002 HAE AEGY ASA Al e Ll
RBAFA Y theFe Wsge] LulAL DEFUES a3
AGAE B¢ AtAAH, BFIEO] ou] wote] wE FaHE 3
o mebd B aFAL AgAFCIHg-anel-adE, 20215 37317
A, 2020; 24ot, 2019; o]o$-A7|F, 2015; o4, 2011)% HIgFO 2 A
P AuAAZT GAsH RS Fse Pos FuA nAw 14
ez 3ol sud @k g DAPPNS HPITE & ofd (251w
2ol Beistsnt.

4>n
olt
FI'F r
Jo
-
H.llﬂl
T
o T
_OIL
£
k]

A2} APAL
3B AZo] FARAHTAA, A&HolRoko umlA
£ dFoA Zatoldl 4 FEAS T FAHE
A (2021)
d g I = A 04 PAre] A &olgoxo] Aol 4

UAE ZHIde] A% gl wE Az

AR | A T st So] AAts 1EAL

(2020) 278 878 WYste] LAWHS G Aol
XA, WEOIwe] ofn] wotit FaHE 5.

5
BA0HQ019) | mS} A&H Agel A

NGAAEN | A BANN asuage A
=]

o
(2018) A FFAEE sk A2 L2vAAol

ol
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L
AR
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o 714 @A =
R 7ol glof

fR1e= 7| flof

o

=

T MR} Ei=
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s
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Sl apE Y

S

A2

ol ks 2%

L
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]

A M| 28} 2A0]

& 7Htoz
=

71 gelA

A

o

BY 2% 548 A 99 A9

o
<[m

I
of

p—

K-
R
5%
<k

1y

u—

o

a°] &All

o

d
L

37

T

4

AvARET = Auuc @y 5=

o] AP=HH JAAH ¥

ol
KO

= AA.

oo
Gl

el

g

Tl &

G|

2 72

o|
A
o}

(2015)

0] 949-(2015)
A71%(2015)
al
AeA-oldH
(2012

1

0|54 (2011)

Sundram & Webster
(2000)

Mano & Oliver
(1993)
Holbrook & Barta
(1987)
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2.3 A&olgox
2.3.1 AHol g9 g

Fishbein & Ajzen(1975)2 2= 7919 Hix 12|11 A FFAto]o
TSR Y9 8 AHE YEdH ol e 33 A HEE I
sto] ol £ P52 st YA Aot oo WE A|&o] T+
19l nl o] EZZEL AHAE AEH o= ol fslEH= AYS BT

A &0l §o e 10| FET AH|ATRE FFo] A&Ko|RoLo Pk

Oz AFERFY Ay ez AT K8 re AR WE7F 71
dE FAETE 2oHAH A&FolgoE YEhte EFoH MR Zle
ot #8378 At 2o B3t AF AHE G384 MR Fx 9
BAHT A&7 o] g9 ko oJEFTHE= o] WEFol= 1ol 1¥A] X
ARG AEL AEAE AE AMEShe AEE7T S7HRTHLam 2004).

Bolton & Lemom(1999)2 Z|&olgo|mat AnH|ap7t AL AH|Ae] of

A NS Frlske ZIEel =Y u|HAIH AH|A o]§ oFE AR

AZ 9u|stH(Dorsch, 200002 AL HAS &l W57 7]d o]99]
3 A ot PFFPY AH|AQ} TleS ol&ste WL Y Gl
At o]BA(2013)2 FFE o8 T AH|Lo digt 4H|e} PF T AFo
Uehte Zedd 92 §oll nd dsloz HoXes FHE A= Ao
t}. Mcdougal & Levesque(2000)2 Z|&0]82L = o] 8217} AESH= AH|
25 OA ARESHAL A2 olfEhal AYstnt. AFE(2017)2 AlEF Al
of digt ti7tE AB|ARP7L AR di7t2 dojA= B e 7HAE 9ulske
Ao 2 AHogt}, Bhattacherjee(2001)2 X|&o|82x AA AjFu] ox F
Aol HlT F Agolw FHxo ARSI FY o et

Czepiel(1990)2 A &0l ex= FAEL} Aot v Ngolw +
AAQ FH=E oA el ZlHtste] FAE ALHowE [AIA| | gt
o] 8ot= g Il HA Y, 2013). &, AFol§= 79 P
Fol A FFE HAH Az AHAY ARl FujE o]ojX]=

=

o rr 2
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Ao 7]gol 3AAY TS =t & & AU (Ajzen, 1991).
AdZQ201D2 A 7l AH|2o] g Mx=E 585t et it
AFE Hrh 2&5FQ o] §HetE: RASI: AFE Wol APst Qirk. FH
71E BollA FHx 7a $Eo k] I AL FAoHAN 7|99 o]9S
AaldE A&ol&ozo it o] Fasitty Agstyitt. 7|9E5H oA
£ ol ALAQ BARAE T F8T MEoeE AP AFH A
H| 2o djgt o] &2 B7te} "H=E AAste WaEA dgs rh(Venkatesh
& Davis, 2000). R|&0]-&o k= o]-8Aet FHAe BA Y o] 3o
Bl Ao ofyzt o] §Aet FEAY BATL AEHQ BAR AAHE A
o x-S IFE= ASE AT 4 dth(Venkatesh, 2000). HAAE(2015)2]
ATl E 2t oAM= o] &R A A&Hor AFEol tie ¥4
= BEotY Yehdtt FYsict. B730H2013)= A&Lol8 g AF
AHIAE O] Flist= B7EA ReE JostH 1A FAHAEE ou|drtal
ot A97(2020)2 A&ol-8 o AHIAE o] &7t F AEZY AH|A

off &t

il

sto] FH ARFEA FHsks At Folstynt. A Eutd &2 A
Zolgoxe} 7]& AujLo] A@H] AT HojAH fow, et Wt A

9] 7]& o]l gqFl FFS FE= AR YR HLin & Lu, 2000).

A5 F5(2020)2 FHAEA AHAE (EAHE o83 FFasld #
& AFoNA FRHEA AH|2et Holg A&THsAol WE HEHASL R
7 7HA Qe R o829 AZtd pAet A IFE v Z4E vt
A 9 52 BT o A&o| 8o ot FFS u|ATt At o
2t B Ao E APAF( Zeithaml et al, 2018; AAFE, 2017; o]AA,
2013; ZAsk#, 2011; Mano & Oliver, 1993)2 HIg o2 2 &o]goL = o]
forrt A&EE AeR Amjozaty AP 4 ot HoJsie, &0
| AFold AHlA digt HFH Prie Aodth o A&olgow
APALE ol [E2-6]} o] A5ttt
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[#2-6] A|&0]-82x=9] 79

AT A AE!
MU AE o] g3 T A&ZQ ANHAS Fd}o]
AR7 (2020
2020 FH AFGEA FHste 9L,
AAFZ(2017) AF A2 iRt b7tz &8 A3 o

7t2 @olAe B7t Be 7HAE 9nl.

FE olE F Mulzo] it 4H|et PF T
o] 4(2013) A5 dehde Fd% veS F9l vl s
o2 HAZE FHF 7.

Mol AT Mu|AE AEHo= o] §T

ZAsh#(2011) W= 7Hsdol Yok BZsk=s 4% HETL
FFoz AL & Ux FHA Ik,

olgrst A% A Yol As|Po=
U Aol ohet olgAtel FER] WA A
549 Pz AFHE Ao 2AL DR
oz Aot

i

Venkatesh(2000)

>~E

Mcdougall & Levesque | ©]-8&7F AF8o5t= AH|AE TRA] ARESta 4
(2000) 2 olf=ta Folgt
EA4: AYAFE FHLE =2 AFA.

232 A&ol ool APAT

A&olgo=e APPFE AHEY, vrgE-Hde-94d(2008) Al
Me 2 52 AEH ol gy AP B2 7S FoA A BA
2 1tofshglal, Dorsch(2000)= Al&ol-82es AFAE 7190l AEA Q] &
A GA9] AHo2ZH, A&H AHolgor F4L A FHPo] FoT TS
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etrtal gt} Bhattacherjee(2001)2 71 L], ¥, A&ol§ox, AXH

e WAL Aoz Bark

Lam et al200H)2 g0l goe Bl AET Aul2o] et waol
Agolgolze] G Fo drmgel A% WA FHAL. A&l
L Agel d@ BEEI oW FHES 2T ok A&olgoE 1}
thit S0l A2e 714 480 d@ +§3H43 A%z At £
FET QU2 ANEE ARG 4G AgHT A&Holgoze] JEF
e o] WMEst: mAMLG 19X 2 1ho] 4F A ANAE A% o
$3telE Agolgmrt FARTT ¥ 4 gr,

S ANQ018)9] AFAAE WZFE fEAIA Slo] et o844
L AAK, Held, 484, Hobd, Buel dE a7 2ATS 2 f7ee
2o fOI3 9T WAL Aoz vehdth FAAAQ0IE BHHY RS
olie] A&olgolme] B ATNME FHALHY EHL AR SHS
=gacoR s $447 WSS ) 290z FHs AEAAT 5
e sgadel Al B4 AT BE adle] AZ4H §84% A48
o] uihstel A4 olgolme] GRS FL Aoz eyt

BATAGSQ0200 THAA AHAE Aol 87} JFadd] Bt @
oA BRAA Auze MY A&7bsA YEAD 984 714 ugye
oA AR 7] FHHA FFL AT A2 A A WHEL mE
Aol golze] FH FaF Ak sHdck,

2789050029 AL SABAC fZeAol a0 Fdit A%
A A7t A%H olgose] mAL JFIAL A2WEY, FREY, OF
A EF, AAA A9, 48R ¥ g¢ 9oz Uehitt ALY
W4 3BEQ016)9 AFAE AT G Aux AGAELS sk A
E9e 71 $402 BRstd ARAT o540l AAg ol § ome
$ Gare WATT ASsAch. ARBQ0199] AL AT ol
2BHQ9] BQIOHE 2HAY WEEel A FobdW ARohe o]

A

IForr e

=,

rlo of fol

N T
Jo

I~

~
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Lo,
ot
tlo

g mHtty Jepgth 77424520159 AFA A Eol4

AR7|& BRE A9 Ay HLE HFHJNOHW, FIPE Ko

A& ol& =8 AF F2 A2 JAT 43S Foksted &85
o]

H1

l‘ll‘

. AR AE(2012) 9] AFolAE AAUZo] AATY PFAL: EE A
o g0k RO FFe mHrh= A7 Bol AR HAF- 0]
(2017)9] dFoNA= BiE fEA IS AMSRE AGESY IAUZE
Aol Foumet FFE AHEAES AFste AHIAEES 6714
oz ZFSto] FRA olFAHL Aol Fot FFE I AF
skt #24H2017)9] dFolAe HOAE BHA A=A 7HA =] Bt A
TN DAREZT] &Koo ko [Fot FFS F= AR HYsit

Aol (2015)2 HLALEZY AH|L, HONY, 27 7]'5<] el
A PFo A= A "ol AABZ FHXo mA= FFHel 7t
A ugen, AAZHe] "ol Ho] "o Ao ot ¥FS —2,-9}1]
T oAFEA WO T WA Fot ¥FS HAA EZRT AH|A
oL AZtd 7Hx9t AFElA ZHlo] w|Xe FRFONAM= A HAHol FHE
A ey, AFHe Hogo= ot I fldlth

HL F-FAE-HA(2019) 9] AFNA=
7Hle 483 7H /34 712 ARl 7HR = FEste] A4 fdd 4|
A FAAY a=a wE g EAR T BAE Aot 4 AdY U
A BE Fo% Aoz Yyt

Fesenmaier et al(2011)& AH|AELS AEolY AH|Ad Tig @574 »
A=A AFl e A&o]&orrt £om, AHZ W2 AH|A AFTA
o AMH|A o] &2} 7Ho] TA {A|9}F TAA M Fo% =2 B 5 Utk
Lin et al(2005)2 AH|A}F TFH2 AH|ZE oto] Z|&£Ko]|-go] M5t E 61,
Au|aFde] it 344 Br7rer A 7HsSHA 'tk o3 9 FH Jd)
FERY APAFAAE THFo] AEAG oL FHAY FFE nA= A
o2 ygEt mEtA 2 dFe AFAFEF31S, 2021 HEe-H 9
%, 20205 AAT, 2019; S, 2018; ARA-0]5H, 2017; Zo|d-U5e
2006)= HIFLE Z|&Ko|§ok= oot AEKHE Aoz AFujorz}t

B 4 o 2 1o Ho
oE X O

o,

r\=l

ll‘
E
e,
B>
ofl
Mo
B>
=)
o 2
lo
R
N
N
10,

ol
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AT o Anal Fosi, AHol gt AEolut Muls Hidt 2F3
7kt Aottt g A&0l89: AFFF-E ofAf[®2-7]4 Zo] Aot

[82-7] A&olgoze] HPA+

a+ & Aga+
SHEHAE ofEAol e FE AZE 77T A
AFIdde | &F ol uAE FFNE A2EHEFE, BR
(2021) 4, A B, ZAA o9, AR iEE {9
3 IS A
e A AEIAE A&l 8} FIaslel Tt Al
ke e
A Au2e] oYY AErtsd HEYR R4
2020 7HA Mg 018 A7 ZHel 38AY FF
2Hd 472 2HRRY] A JRle A8E TH, &
deg-EAE | 34 7, AR 7R FEste] A T 4]
H3l4~(2019) 2 44 T g 9 AEARgeet WS ASSt
o Z+ 24g9] At WAL BE foRt g3 HA.
] AP eo|m e @olofhE £H|ALY] TR}
A732H2019) s ,
A= =T} oA Aol fodt g vlA.
HjgTF2 olE@ Aol A tigt o8& ole A,
£/4040(2018) Hay, FRA, BEoHY, B digh dte 1AW
2 AT ee] frofdt FFS HAL
ZJEl-ol Hig ofSA IS AR GRS IANS =
0017 Aol fofmdt g mxn FL67H] &4
T BRA oL Aolgmel FAF FFS vA.
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AARAUR | JAG @ Aus AGAEL AZASH AHlx B
ehE 2 7 S4o= Bgste] AnAY of5Aol A
(2016) § ol owo] o JFL HA.

Ruslat pE Q7o) da wez Az,

YL ”
o0ts AGAR BoplAE A% olf Y AE 3L A

HlAo) AR AT WIS d 2.

A A- 1 A&
(2012)

Fesenmaier et

al(2011)

AL AFo} Aulzo] Hhet w7 LA
o) Aol e Aol oErt e Aol )
A gL s AZAS Aus olgt ke A

T

oN

Lo

RN

(2006)

fAL BAAA fAT GFL WA
ABAZGE Mg BT} 24 ojgolwo] Fare
Fr 29le B4 v JuAlAg olgAt A4 olg
Zo] gL FL AT AU VALY AR A
57 olgmr} AgAe] Rolet e mlA,

Lin et al(2005)

AH|Z GRS AH|AR Sle] R]&olgo] MsTlEE
StH, AulaFAd] bRt 344 7k +4& 7hsst

A spo] whzo] A&Arg ool FYA FFS wA.

Lam et al(2004)

Tl 4ET Aulze] thet WE AdolgolE
Qe F0] ojEgte ol WEsl wARG
27 2 270] 4F U AHAE A% 88

£ A%olg ot F7H

H =

Dorsch(2000)

AgAE 7190] &AL BA §A19) SowH, Ak
2 Aolgolx FHL 7] Aeo] FaT AL

Es

A

o

2 =24 A
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2.4 22lE R

2.4.1 220279 7id

2] B (review) &t I

E
ol

N
2
fu
e
o
2
=
i
A
)
Q0

(e}
=)
>
e
i)
1o
=)
ir
i
rE
o

AE, AYlE B SA] g ®7F B 85 dolue &3 BA, &%
g vj¥olghs Kok Ao FAJMME HA Qe 5 FddE 1A o
¥} odE 2 Aotk 2R tid2 9% A, Wi, 2AALEFE §

gt & & S Aotk 7€ 229l FRol diste] oeFgt A4t o]
o]z $¥r}. Senecal & Nan tel(2004)9] AFA= &AH|AES A7t H[§
Zo17] 9all 288 £3Z o§ AN A dmH YHez AFI
gt F4d3 g7 ekl

AH[ZHE 2R FRE AHSSte] ARl #e oot 583 JRE A

5 qlom, edel HYRE Fotol 54 4 E
L

to Hu e ot £

b
=
D)
\
u
)
o
o
f
o,
o
o
L
x
=
[>
=
L
=
o
o
o,
ool
o
~
lo
o
Y 1
ol

tlo 32 o

e NS ulTHEnE, 2000). Lalelane Bajol 4HAE A
ololAE Adde] 0 AL BHas AE e AW 3nE d=a)
A AGS 4 J o (Zaltman & Wallendorf, 1979), FAolg&t AH|A= #}
Aol ob= e "goz AFolu Au|id Higt JRE HE AHRE
A Ao zi AFT-EAet FAA 82 T AF = AHL #d A
Huy 249 3, B71H4, A9 52 a¥shs FATHeIFE-AAA, 2015).
71900M= AFES AHAE AHA ZdH HHA Fde Tl €2 38F
E= B AEE JHYS mAARE &HRRE QArAF Y HAolEta 4
ATH(B R, 2019).

AH[ZE 230l FRE Fote AEY HAERE oY €= 4+ deH
22 BRe B4 AES AHlL olf Aol Je AHIATL AFEelu AH]
2o ik Fy B7F gAS JHT BERE ust Joh(HAdE, 202D).
22 FRE Fot] &A= oA AA 2 TS 7R e
PP EAR M= 229 Aol FAR £z WEA AL o 284
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ZRE Fote] AAHA LvREe Fujolat AR glo] ule Fag FH
2=t Ansari et al., 2000; A%, 2021).
2391 2R tiste] o]TZ-FA(2013)L 2ak¢l 2R Y qEH J
He FuiAEe] AEd AHAE o8 T ARERT|Y wet AU A5
& AL uidttty stPoH, o]Fok2016)E AHAA ASHR AFI B
7tet oA AY TR 7R Ste FR9 MdE FUiste A AE
I AHIAE ARSI A AL 2Rl FRE TRE BHoE Z
2 Aot Zoltt. A71F(2015)2 221 AHZEHE 37HA] E4E 7HA 1
Aot Fostdtt. AWA 2Ho AAFA e AvAH, FHA A7 A
EX ZEI AE 181 AHAE AAR o]gstylen, Al WA AFE AH|
2o tigt At A8t BrHE 28Rl ZAgstaen, meEtA AH|AR7L of
d AMER B O AR AMERTE AR A" B2 22 AASHAY, &
H[Zto]7] = st AAR £ AFolY AHIAE o83 Aol ol HA T
Agold AHAE o83 AARA F7l 2L ZIASHAY &N B4 AE
ojif MUIAE o857l StoY A AASA AU FHT AA o
£ U89 Bt 22 ZFHA geth AFS-FF(19979] A7 78
g ol FARE FHASSIA st MR YA T FRO ZHAE n|st
W AH|AES] AFI BrF 7o shedl =S Fe A= Judth /-8
e AHA 222 R A AZste Adolzta ot E o o @7
Ztet BRE A A AFEE &7 Bop Aujzr A28 Ay 2T 2R
e 7 4 ok 221 F5E g5 92E9 HYS ZFE dolH
o] grEg olgsty| A LAE ZLITHB et al, 2019). &
+ 2HAEY A A A § ohddt FRE ZF) gloﬂ]
o] ufgt FEFE At A EA o= Bt
Az 149 mEdS didste] AES 4
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57} B o Aoz wHon HAAY o837E $9L 08T grt
e AHS WEh web £ aTeldl olud AgATE Hgoz Ad
£43 AgolgolE, LeRleRe] GFWA T ATAHLL £F A T
.

2

M}

7Ha 5. 2RI AYEAET AH0|8r o 2EQTS T Ao,

5-1. 2IIFFE AgE4 HFEER A&Hol8odr o 2EATS

5-2. LetARE A4 BT Aol gow Zh] 2AATL T
o]t

5-3. LAAYRE 540 BT Aol goT o] 2AGTL T A
oltt.

5-4. LAYRE AAEHY AEAT Aol ow 7h] 2AATL
o]t

B A7 W50 YA ool AT7AEe] AdA Aol wreba A
1 o7t oA A48 4 dom aFAE AT dae Bae] g R
gots] ste PAIStSelor Ak B A7) mE AHAZFH A7EY
7 4o diat Ad goet Whe B Agol Waste, SPRsE
Miges Adsoln sslade WMREY, W4, 444, T 471X

N

ko

_47_



BAEZ olgstel 573
theat 2t

agloz THsE, 2AWSL ekl R] B
sttt Bape] d7agon AgEE Weo Ao

.1[)1(

ir

3.2.2.1 Hig34 A9&54

B A7 Wged] Hus4e HPATREA, 20215 Sol4]-0lF T 0]%
BFFAAS, 2020 ©l5d, 019 HFoR B A7 2R A%
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4-1] 229 I+FA o o 24
T & 1%(%) H]-&(%)
g2 101 37.4
o]zt 169 62.6
10t 2 0.7
20t 21 7.8
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40tH 123 45.6
501 69 25.6
& 203 75.2
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HA, HT wHFZA FEAZIE 159 ol 1819(67.0%), 254 °H 35
H(13.0%), 3F2 °lU 10¥9(3.7%), 45L ol 9%¥(3.3%), 2714 °|y 22
(8.1%), 71et 127 (4.4%) 02 HFE2] SFA7L 1579 oy FES AR
Uehgth S22 ButgolE(elEAolA: HEY RIF, o7]le F) 232
H(86.0%), AEY 7TH(2.6%), A3t 319(11.5%) 22 RHIYEZS 53| F&
Ste Aoz ZAEIT 484 HEAol83eE 1-23 112%9(41.5%),
3-43] 69H(25.6%), 5-63] 4198(15.2%), 7-83] 213(7.8%), 93] o|4F 273
(10.0%) 22 Yetgtt. Wigg4] FEol3E M4 35%(13.0%), £9A4NE
108(3.7%), AAHE 2137H(78.9%), ¢+8§ 12H(4.4%) 2= tRE AALEL
2 FEES Yol st Aoz yeEth #iE34 FHRre HUAHE 159
(5.6%), B4 578(21.1%), L4 149(5.2%), T4 519(18.9%), 47 879
(32.2%), 718t 4698(17.0%) 2.2 Jeh} F2 3], B4, F49 Ao =4
Uehgth AEZRS 195AY ulgt 7198(26.3%), 29+ ulgt 879(32.2%),
39k ik 817(30.0%), 49t w|9k 239 (8.5%), 49+ ol 8H(3.0%) L&

HE 3ghd mjete] §9 Hlgo] =& AoR yeht 3utdo] ZIEH 4]

AL Hjge2] zBEZHo] HAHSA] e AoZ ZAE L)

=~

(factor analysis)2 W45 7H] A4S AT (FEAL ATAA)S BAA o]

o
&
=
o4
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(o]
fr
2,
oo
2l
Rl
39,
rlr
=
=2
2
fo
ro
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o
i\
ol
s
r
24
)
f
l
=
22

L wao 48 29 @ A9 AYAY 2
oz Eﬁg—;— s}z @%}7] Sgtolct. BA), Buot A& Bt o5ty
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7 tEo] 27te EA4S 2 4 4324 Principl
e component analysis), Varimax 2]Zt3]% W& AESIRT o]l FLLQ
Yol WsSe] aanale Wes) 2ie Adstat Wiolt, Be Wis
4o o] Qo Zag A9, 28 a9 HAL 44 o Jstel J
gy oz A gl 7He EPAAS FAgE. KMO(Kaiser—MeyOlkin) 32
%—a-ﬂ n—‘é«l 3414 He S5, Bartlewrd) TRH AZL Fokel ZHYR

o=2 —i

X,
i
W
ko
rO‘
Ko r_lm
ok
£ o
ik
o
u
FIF

L
09:,4
%
lo
,m
:L
&
il
2
Ir
mlm
-
(o
_0|L
2
)

Kaiser(1974)2] d3to] @r2dW KMOZFE 0.9 o)Ato|d uj$ £
£24 A 22 FoIM 0.7~08 ol A9 AAF A A0= B
0.5 ulEel S sgo] WL WA KAV 37 AA
EEO 37]1% 1007] o]Arel Aol vigtAsty E ARME mE 37|71 27
07le|lB® QQIEAS AAsH ] ARlsiR e R4sAE AAsH | At
ot4tt. A=) % (internal consistency reliability) 242 991 @ 239 Cronba
ch’s a@tZ &3 W3 48423 sk

_l

[¢)

42.1 AE5QY JFE B BPE A

49440 g AL A QUL YN 5 2ol
agEE B 2ol

kY
r)
=
rlr
°l‘-1
offt
oX,
a
@)
8
8
c
)
=
‘5',
s
(@)
(@)
9
el
o

[‘IO HU
o&h

29 |95 =+
MwEd | 5 = T M s
10 HEEAE Wt BEs 8718 AHeRT
welg | 11 HEEAE Ato] FofE o] WSttt
12 oA FEAZ T gE
23 17 HEEAe] 23871 A8H .
ALy | 21 A4S o] gtof wad) Hrgitt




Ao BAS AATE Adt= [B4-4]9F Zr wijg3A] AEEAo] gt
FEEAJE (KMO: Kaiser-Meyer—Olkin)+= 85122 uyeht 7|EZ 0.5014
o8 yeht 2 2wzt Q@A wWi¢ Aottt & 4 gtk £, Bartlet
to] FHA AR A, 2°=1449.989, p. 0012 2§ 7+ Aol Q1A= o
Adtog QRIFA o] 7Hesirtal & 4 Qirh. AHEAY 739 HI3=E 1_’Jr
ofst7] flste] A4 QARA(EFA)S AAR dd F 4719 sielallo] 5
%E]‘H‘:}. HwEd, 423, 994 459, ZF 42T 154 =% HFA

2 A0 AHgste] F 152de® ueyth U3 dBds AmHET] 7
M= X Al4Zk Cronbach's alpha to] 0.60 o]dold A= 4 9lom 0.7
ol AS =& "ot} ot r[Ee=z ZF @219 A=k (internal consiste
ncy reliability) ®4& AAIR A¥, HAF= A4(Cronbach's alpha)7} ™w&
A 782, WO 793, EF 791, A&%A 78302 AH%A 7 st WS

2
9] ZAE 29 ofo|zt | Gurbadis
) Y | ENED | a
[¢}
o | AL Aol nAE $4e ASL Jnt 791
| HESA2 AL A5 E AlFdt 761 2.730
182

F | Wgeae) g gyt 752 | (18.197)
2| Wged ding AZest Fasht 730

MR dEAEol sty Malsh 738

e L 12
o | soisk ’ deory | 193
A | Hgeae FaAol Helsith 702
HgeAe Fu3 ulhs Hes] WelshA ATt | 633
W e Aol ZA87e AgA ot 791
x| e 2AEYE 482 3w, 775 | 2359
Z | e TR A=) 9 At 601 | 1s72n | P
W eAle] mAg7 st AAto] golslth, 656
A FeAe 2 Ax 2 W A A& dg et | 805
& | AL A9 A A&sH 4P AT a7 (123;976889) 783
A | geAe F8 uhs %3 Zﬂ%?_h:}. 652
KMO = .851, Bartlett®] 34 A x°=1449.989 df=105 sig. = .000




VARG B 9D Aol dit E4ERE [E4-513 o 1A
ANk £ "2e=E 4S5t st gAH 224 (EFA)S AAEH
b EEAHFE(KMO: Kaiser—Meyer—Olkin)= .8842UE 9™, Bartlett9]
T34 AR A, 12=798.582, p{0012 EF 7+o] A@Ao] A= o] Myt
oz 940l 7hesita & & vk 8AE24S AARY 23, 1 A4HEA
W2 gdacler RAMHQOH FERA AW 63.151%% Aoz =4
Hol Af= 2443, AF: A4 (Cronbach’s alpha)7l 7702 #2 +F
o] AF=E SHSIH.

[#4-5] AAZAE-SO] diste] Bgd 2 A 24
Qo 4= 2 | ol | Gonbadi
AAF | EAED |sa
e HgS4e e o e 22T 878
e Higs4s TS o HeRE =R 814
A
| e g EAE e o BERS A .790 3.789
% @3.151) | 770
ure | Ue iEEAE TIdEe St vhaol Yt 71 ’
e Higsde B 1 E7eS =7 .761
ve gl digt Z1dA7 . 740

KMO = .884, Bartlett®] 34 #AA x?=798.582, df=15, sig. = .000

4.2.3 2R A= ¥ g 24

eetalel el By 2 A e
4% 239 BFEs
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BAATE [R4-6)7 2o Latel
A5 gIstel B4 2ARHEFAES AASHGE



EEAFE (KMO: Kaiser—Meyer—Olkin)= .8722 et oo, Bartlett®]
P4 AR A, 27=954.096, p<.0012 B 7Ho] Aol A= Aty
oz QRIEAo] Zhesitt & 4 Ut QR4S HAARE A, 28 H
£ Tdeglor BAEon FEA AWHL 65.532%% Ao=E FEAEHS]
ot A=z E4F3, A== A4(Cronbach's alpha)7t 7942 &2 $F9]
AE =g SRS

[#4-6] 2l Hol g g 9 A= B4
Qol 3 = a9l ololzigk | Cronbach’
A | ENED | s a
U wigge] edkel RE A=tk 883
UE wggAe] edkel FHE OE AR
°
s 849
g | g agede] ealel BHE B FRoRs
A 848
o | 2Ae 3.932 794
T ue dgede ekl @Ra o) Azl ©5532) | -
o | gerad, 827
] gi MEEAs Lol ANm dshe ARE| o0
L ugede gotdl PR HAHES
s=gt, 627

424 Aol goze] AL 2 BFE BA

&0l &0l o] B H A=A digt E4EAxs [#4-T7IH & A&
o]l §ox 9 HFEE HFSSH] fste] FAA QJAEAM(EFA)S AAISH
=0 BEHIE(KMO:Kaiser—Meyer—Olkin)+ .8962 e} S, Bartlett?]
T34 AA Fd, +7=812.829, p<.0012 E 7Ho] Aol QA= o] Hut
Hog iAol 7Festrtal & 4 Uk 2QAw1AS AAIRE EH, A&ol§

=]

S|
ot hdgelog BAEQon FHA AW 63.954%% Aozm HA

_60_



Htt A= EA4u, AEE A4(Cronbach's alpha)7t 7952 =2 %
o] A& FHSIYUH

[#4-7] A &0l g2 HTt BFd B A= £4

3= [0l ofo]AIZt | Cronba

9l ” A | GOED | dis o

U Wgedol 44 zdst ge A8l 5ol

& olg% Aot 862
A | e WEeAe g A4E Asdom wd|

Roltt. 823
41\__

U geAe Fue] 2Ee Aol 822
] T 3837 | 9
§ | e WEede AAusel golx ogg mel| oo | 695
g | '
5 | Ut Wgese Frldes ol8d Aol 786

UE WA SHFoR o848 Aol 677

KMO = .896, Bartlett®] +&d4 AA x?=812.829, df=15, sig. = .000

Z>(Pearson Correlation coefficient)o|t}. &, F
A B AE 347 2T & gorz He 7 ATAE UedE 1
ol& ABATE T ABAAS mold 5 it B AFoA AR ATEA

o] Av= [#4-8]9 2t



A 2| &
1 _2 o‘l
T ey | my | wsg | om0 | g
z3 Lo oEw |
Ll o

(-
w9

HOg | 467** 1

= | 341%% | 194 |

&4 AL12%* | A55%* | 420** 1

SI5** | 461%* | 439** | 452%* 1

et
J358%* | 370** | 336%* | 351** | 474%** 1
25
A
304%% | 28T7F* | A52%* | 342%** | 386** | 324** 1
olgol=

**. 4] 001 SEAA FATUTHER).

A& 0] 3 de AZAT-E(515), AR (358), A&0]89)
E(394°] BE PLO1 &4 F(H)9 ZEEA7 debgeh. Hogde 1A
A7ukg(461), 2JAFF(370), A&o]§oE(287)e] BT P01 FFEAA
A9 AHEAZE destth 2L nALANS(439), 2alE]H(336),
2| &0] 8o x(452)0] BF P01 F&FAA F(H9 AB/EAZ eyt A
£ IATANS(452), 21 H(351), A&0]-8x(342)o] =% P<0
1 $2A Z(He ARBAZE detgtth. 12472 2e1E[(474),
&0l 89 =(386)0] BT PLO1 FFolA H(H)Q FFBAZL ettt &
grola]Bel 240l 89 = (324)= P01 $FoA A+ ATdAZ eyt
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=

BREARA AAE AAALE HduEA, AL, IAZANS, 2
R, A&l YWHT WAl I+ F -
A7t A9 22 ZAE 4o 5 e A8As FEo] YEhtA got &
T W ool ol weEm, tjZHA o P ALt i 3
BAT= p<0l FFANAN O Aoz et

73 BEEFEAE ol7+E2(mean=3.385, sd=.696), H]X(mean=4.078, sd=.65
3), XA (mean=2.765, sd=.834), A1&A(mean=3.486, sd=.849), I AZAH-S(me
an=3.491, sd=.734), 22lg]H(mean=3.571, sd=.913), A|&0]-& 2% (mean=2.86
9, sd=.945= tebytrh.

r
-|-l

o)

o

44 714 A%

2 d79 7HdE AFcP] S5t AARAS AXSHHH. IRl WM

£ 71 dEAE EAote W F9 s SYW4(Independent variable)
7t F5W5(Dependent variable)ol| #|2]= FF=9] 278 oofsial olg, &
St S dAR gl disshe F5Ha FS A5 2¥= AHESt
Woltt, 3] ARA 9 thEF A Multicollinearity) & SHHSE 7to]| 73t
BHAZ ousiy, txTAA oH=Z shelsly] 98] ZAHtolerance) 9}
A% @ Q1(VIF: Variance Inflation Factor)2 A&t 52171 0.1 0]gto]
U B a (VIS 39 el 10 ofgold tsgAide] e Aoz
Tkt

A r-E: o?,: rr
—|-l

e

£ a7 744 13 7 2k SYNS 471 27 ol thEEARA
AAS AT, 7H 3e eS| AR AAstgt.
E5 7Hd 49 M Sk eeplelRe) 2daRe AFs] A9 oEad

tlo

B40] 3 59 944 AARAS st 944 AALAL sPas
2 WMoz Bgstt Aoz SYuse A4 9g9Y 218 24
2 vpebst Aol
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=l ol e 2davte] 435 da 9 2day JEiFE b2 2

.

A, 19Az SdHse F58 7] 39EY

=4, 22z SHds, A F5US 79 IARA

AR, 39Az Ediis, 28l A3A8}(EFHEXTEZMp) T 59

T 2k FAEA

olzigt date] E48% dAE A¥HRYol FIHHEA F2AEdol 9

FE(pC05)olA foJstd 2danrt okl A5t

o

% 2 2 AZH 99 HEEARNS AN
stgom EAFRE [B4-913 2ot EBAA AFAY VRS 2E 10
olste UEhAE, AL 0.8t 2A teht BEgadel gk Bty

AEEAo] AARARNE vA e IFEA 249283, dEH(r)> 40.
3%z Uetgth 242 AAIR Ay 2y Fgro] 46.4850]1, Tt EHA
SHE 93t Dubin-Waston e 1.96302 Ueh} EAHoZ §olst 357

o

AdsAol 59188 JFRAS AHRA wREH(F=271, t=4.805),
WO (#=.225, t=3.990), TR(L=.246, t=4.630), A& (#=.135, t=2.323),
oz RE AAFAWSA F(H AT JFE vlAE Ao yepieh

EES AgE vFeR I8 SN AES40] F5Hee] A
Fubgo] mAE JFo| 2718 AWBW, HREA(F=271), TH(F=.246),
WO (4=.225), AEE(£=.135)9 &A=Z IAZPEG| vH= FFHo]
A vehdth wEbd s 19 Aesdn DARASe G
47 2% A= gt

Ir

rl;l‘

rr

4

o\
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EZ3}
H| EZA| 4 g SRS AF
=duS N t p
B SE s TOL VIF
<) 488 238 2.050 041

752 .286 .059 271 | 4.805*** | .000 .698 1.433

"ol 253 .063 225 3.990*** | .000 .695 1.439
x7 216 .047 246 | 4.630*** | .000 185 1.273
&4 116 .050 135 2.323* .021 .661 1.513

R=.642, R* =412, Adj R* =.403, F=46.485, p=.000, Dubin—Waston=1.963

2 B TARRRS
* 1 pd05 ** @ pd01 *** 1 pd001
442 Ae&AT A%olgoRe] AAZ

A& &0 &2 JFHAE HFSH] fd dsARANs 4
Alstglen E44dT= [#4-1013 2o 5344 A5Ed VIS BF
10 olstE YEW, FA= 0.180 34 Yeht odF34do] gt |ast
At

AgEAol Kol g mXe FFAA EAEH, AFH(r)2 27
2%2 et BEA4L AXS di 23 Fgro] 26.1870]1, Fxpe] EA
SHE 93t Dubin-Waston g2 1.9552=2 et} EAFHoz §ost 3|

AEA 9] o918 FFTAE AnHd v F&2(4=.207, t=3.321), H
O (£=.091, t=1.458), ZA(F=.331, t=5.642), A&A(£=.077, t=1.201)0.&
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HwEa Zge] AY&EHdo]l A&l gk A FoAF IFE "A=
Aoz yeyt. o, #HAYT A542 FeEE<05)°] mAA] £t
FEEA e Aem YEHT

BEES} Al vd ez I8 SHHS AHEA0] 59
fol o vl JFe] 7|5 AHEH EF(F=.331), dFEL(F=.207)9]
TA R AHol gk pXE FFHl A YEH.
uetd 7Hd 29 AYEAgN A&l gkl ¥ A= AFEAY FE AH
=t

[24-10] A&7 X&) 8ol w o] JFBA

EZ3}
H| EZA 4 g ZARSAF
=duSs N t p
B SE s TOL | VIF
<) .048 .338 .140 .888

752 281 .084 207 3.321** .001 .698 1.433

HolA 132 .090 .091 1.458 .146 695 | 1.439
27 375 .066 331 | 5.642*** | 000 785 | 1.273
A& .086 071 .077 1.201 231 .661 1.513

R=.532, R* =.283, Adj R’® =272, F=26.187, p=.000, Dubin—Waston=1.955
FE05 AS089%
:pl05 ** o pd01 *** @ pcool

* ®

443 FAZANSIH Aol gz HIAF

AGANST A5l §AL JFBAS AFH A BRIAARAS

R



AAst e EAANE [#4-1119F 2

IAZGAHEZ o] &0l Gk n|X|= FFEA 2AEH, AFH(»*)2 14.
6%= UerdTh B4 AARE i By Fgto] 46.9640]11, ¥pe] =
SHE 9%t Dubin—-Waston ZH-2 1.97522 Ueht} EAHoz {23t 3]
Rgoz BAH.

VAR £=.386, t=6.853)2 A|&o|-go ko] H(+)] FoJt I

Hzs Aoz Yetgth

webs] 7 39 RAZANGH 2| Ko|R o JFTAE= AFSE AY
A

- %3}
Bl EEA 5 . FAEAF
=gus A% i p
B SE yig TOL VIF
d4) 1.133 259 4.379 .000
1A
e 497 .073 .386 6.853*** | .000 | 1.000 | 1.000
T o

R=.386, R* =.149, Adj R* =.146, F=46.964, p=.000, Dubin—Waston=1.975
2 F5MS A%l

D p<05 ** 1 pd01 *** 1 p<001
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[E4-12] Ae&40) ol Bt DAPES 7be] Latelelie] zAava%

g4 amzsAs | L2 TAREAG
A%
A t p
TIPS B SE Vg TOL VIF
DL
&5 1.652 191 8.663 .000
1 HrEd 543 .055 S515 | 9.848*** | 000 | 1.000 | 1.000

F=96.991***

=) 1.124 | .197 5.714 | .000

| R 418 .055 397 | 7.577*** | .000 | .872 | 1.147

’ 22klgH | 267 | 042 | .332 | 6.336*** | .000 | .872 | 1.147
F=75.649***
&4 1.119 | .197 5.679 | .000
HREd | 415 | .056 | .393 | 7.472***| 000 | .773 | 1.293
; egelgdR | 269 | .042 | .335 | 6.362*** | .000| .771 | 1.297
w24
satels 035 | .054 | .032 653 | 515 977 | 1.023
F=50.466***

R ®.515 ©® .601 ® .602

R* © © .266 @ .362 ® .363

ZAH R : © .263 ® .357 ® .356

* 1 p<05 ** :p<0l *** : p00l
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3-8 = = =

2004 EEHS wRERT EHSQ 2ElEl R 45a8d HsE
7Fote] FEHSR ARG nX e TS AHEYT. 1 A7 BA

1R =.266), 23 2R* =.362), 23 3
' =363)2 EAE. 19A A A& fRrEd(4=.515 t=9.848),
AN W FEE(4=.397, t=7.577), 2212 H(£=.332, t=6.336)7} 1143
kgl mA= go] FAFLR {oJgt AR yEylth 3TA A AT
28(4=.032, t=.653)9 §o4 AS A} 2EaWt FAHR g A
o2 BAHo dFgEdo] nARAGS] X FF] dig 2lERY]

zAaAst g Ao tEnt 71ZE g,

— N

4.4.4.2 KA Hods 1 AGrS ke 2l R 2EalT

EYHSQ ME& 0] Holgo] AR AENG o] JFS u|d o 282l
Hol 2Aa7t JeuA otEr] Qg EAANE= [B4-13]¢F A 2F 1
AE EPHSA AHEAHO Holo] FLHHMpQl IAZAGRS uz|&=
AFS AuHy BY 204 SPHS0 HOAT ZAHSLQ 2l Hrt
DARAG | ujxe dFS AHEGor By 394 BF 294 SHW
9 "ol AWMLl 2l H e Aszed HEE Flste] F45H
0l IAZAEG o] n|XEe JFS AHugitt 1 Ay BEXFy d9e R
2 o]l Higle B 2y 1(R® =.224), 28 2(R* =.322), 28 3R =.334)=

AR AT 1gA A AL HYP(4=.473, t=8.734), 22A |4 H2]
g 1 H(£=.334, t=6.152)7} AAZARSo]| H|X]+=
FFol FAFLE [t Aoz Ueth 3gA A FEAEF(F=.113, t
=2.1959] f94 AT A 2dat FAACE = AR FEAE H
o/ do] nARANLG w2 FF| it 2=l R 2dadrt et

A= A,

I,



2 g | wmzs A | LR TAREAF
o
4 : P
= s B SE Vg TOL VIF
(&) 1.290| .256 5.046 .000
1 HolAg 538 | .062 AT3 | 8.734*** .000 1.000 1.000

F=76.289***

(&) .867 | 0.249 3.480 .001

HoA 405 | .062 356 | 6.574%** .000 877 1.140

=2Qlg /| 270 | 0.044 | .334 | 6.152*** .000 877 1.140

F=62.394***

= 857 | 247 3.466 .001

"ol 416 | .061 366 | 6.780*** .000 871 1.148

2Rle R/ | 252 | .044 311 | 5.673*** .000 .846 1.182

149 | .068 113 2.195* .029 964 1.037

F=43.805***

R : ® .473 @ .567 ® .578

R 1 @©.224 ® .322 ® .334

ZAHE R © .221 ® 317 ® .326

*1p<05 **orp<lol *** o p<lool
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4.4.4.3 Ao 23 DG o 2R 2Eands

24| mmzs A4 | EEH FHYEAF
W 4 B SE s TOL VIF
(&) 2424 139 17.384 | .000

1 x7F 386 | .048 439 | 7.991*** .000 1.000 1.000

F=63.862***
&5 | 1.669| .170 9.830 .000
=3 277 | 047 | 315 | 5.849*** | 000 887 | 1.127
’ 2R | 296 | .043 | 368 | 6.830*** | .000 887 | 1.127
F=60.691***
&4 | 1.730] 171 10.104 .000

x7F 235 | .051 267 | 4.596*** .000 151 1.331

2zkelg) R | 303 | .043 378 | 7.029*** .000 .881 1.136

.108 | .051 115 2.095* .037 .844 1.184

F=42.436***

R ® .439 ® .559 ® .569

R 1 ©®.192 ® .313 ® .324

24" R*  ®.189 @ .307 ® .316

* 1 p<05 ** :p<0l *** : p00l
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2y 290A

LS
—

o AWHEgoen HY 394

5]

nAE 3

.324)

B 2y 1(R* =.192), 2§y 2(R* =.313), 29 3R’

=
=

R 9 WS

x

439, t=7.991), 22-A A

2 24590 1946 Adaqel 2R

LS
-

.368, t=6.830)7} ALAZARE-E wA]

H(4=315, =5.849), LA RS

F(g=115,

3

Z}
A1

P Aoz yEigTh 32AA 4T

o]

o=z {9
2.095)9 fo4 AF A% xEaWt AR

t

Klo

4-1513 £ 29 1

H

[

EEAS

A gotny] 9% B4

LS
—

dayrt 9

N

L
T—

ARG H

)

= AHEI By 294

AL
__oo

Bgo

23 2014 =Hd

S
T—

HEglom 1d 394

O A}
=2 =

T

__00

A Y
w3
Fo ™
ME 1
WO
T o
T mo
T __u._
o
wm X
A
Mo
5 %
¥ N
™ o
=)
w M
o =
TS
.m..o 1
-
ﬂ —
R
= M
* =
s T
ﬂ_NO
o
ﬂ_. [
H =
o) or
»AT ~

8.296), 22ANA A&

Aok 12A4 A8 A544(4=.452, t

.326, t=6.037), 22128H(,£=.359, t=6.657)7}

(=

Aoz yegt, 3g9A A Z2H-8F(4=.168, t

.“_‘3__]'_

o0& §9

1)
o

A&Ao] DARRWMSS] A

Ao= veht A= gt

_72_



[E4-15] AEEA9] A& D ARATES 7He] 2eela]lRo] 2daddS
H X H] 11 =3 2 -‘ﬁ’-—i—i} I A EA2E
i —‘] ]—H-TL‘—?—]' 7"“'1“ 74]_{'\_ o 074]0
L
3 t p
= s B SE Vs TOL VIF
g4 2.129 | 0.169 12.603 .000
1] A&A .391 .047 452 8.296***| .000 1.000 1.000
F=68.826***
g4 1.478 | 0.185 8.001 .000
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2
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] 221gH | 283 .043 352 16.634***| 000 .875 1.142
A4
.169 052 .168 | 3.266** | .001 .930 1.075
2gkelaH
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R : @ .452 @ .564 ® .586
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BN

[B4-16] RS9 w752yt 2|5ol82: Ho| 2ajlaliel = avas

1295

w4 | umzs A | 55 FAYEAY
¥ S B SE g TOL VIF
‘&) 1.060 | .263 4.025 .000

L wwEd 534 | 076 394 |7.012***| .000 1.000 | 1.000

F=49.167***
&) 629 | .285 2.209 | .028
, HEZd | 432 | 080 | .318 |5.410*** 000 | .872 | 1.147
28l R | 218 | .061 210 |3.577***| .000 872 | 1.147
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HwEd
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R ®.394 @ .440 @ .441

R* : @ .155 @ .194 ® .195

ZAHE R D .152 @ .188 ® .186
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_74_



23 19AE S5 A9E49] 9
o HAE YFS AmET B 204
2RI H7t A&l g uAE JFS =
2004 EHSQ wRERT 2 EHSQ 2ElE R 458 HeE 5
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2RI R 2Eade= gl Aoz Y 7|2 E 9
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FEHFQ A &olRo Lo mAE=

1
Sgu4q BT 2PN ekl Rt
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At 1gA oA A&l | (=289, t=4.891), 2@A oA HO
(£=.195, t=3.175), QA2 H(£=.255, t=4.145)7} A&o0]&x ] mAL
FFol TAHLE [T AR et 3gA A 2R} £=140, t=
2436)9 {94 AT Ay xEEWt FAZHCE {ot AoE FHAHo
Holgo| A&olgolme] uxE JFF dig 281 He 2EadE Yt
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[34-17] Ag&A 0] HogT} z|&ol 8ol 7ol 2eRlg|Ro] XA aNAS
2 4| wzzs A5 | EER TAREAG
= 75"-:*
L
& t P
= s B SE Vs TOL VIF
=) 1.130 | .359 3.151 .002
1| #HoA 423 | 087 | .289 | 4.891*** | .000 1.000 1.000
F=23.926***
) 730 | .361 2.020 044
HolAg 287 | .090 | .195 | 3.175** .002 .866 1.154
2
L2ala By | 267 | .064 | .255 | 4.145*** | 000 .866 1.154
F=21.290***
) 719 | 358 2.009 .046
HolA 299 | .090 | .204 | 3.340** .001 .863 1.158
3 Leaela]ly | 242 | .065 | .231 | 3.740*** | .000 844 1.185
HoA
243 | 100 | .140 2.436* .016 974 1.026
2aelEH
F=16.438***
R :® .28 @ .374 ® .399
R* : @ .083 @.140 ® .159
ZAE R* : @ .080 @ .133 ® .149
* 1 p<05 ** 1 pd0l *** @ pdo0l
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L
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H 4 B SE Vs TOL VIF
() 1.455 | 0.178 8.161 .000
1 % 511 .062 452 | 8.284***| 000 1.000 1.000
F=68.621***
) 0.940 | 0.230 4,084 .000
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2
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F=41.548***
) 1.000 | 0.233 4.292 .000
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F=28.629***

R:® .452 @ 487 ® .494

R* : @ .204 @ .238 ® .244

23" R : ®.201 @ .232 ® .236
* 1 p<05 ** :p<0l *** : p00l
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3 t p
il B SE Vi TOL VIF
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F=35.612%**
&= 997 | 0.263 3.789 .000
A& .290 .066 261 14.366***| 000 877 1.140
2
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.061 075 .047 811 418 930 1.075
2218
F=17.768***

R : ® .342 @ .406 ® .409

R : @ .117 @ .165 ® .167

ZAHA R D .114 @ .159 ® .161

* 1 p<05 ** :p<0l *** : p00l
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ABSTRACT

The Effect of Selection Attributes of Delivery
Food on Customer Emotional Responses and
Continuous Use Intention
—The moderating effect of online review-—

Kim, Hee-soo
Major in Food Service Management

Dept. of Hotel, Tourism and Restaurant

Management

Graduate School of Business Administrationl

Hansung University

In this study, whether the delivery food selection attribute functions
as a control variable for online reviews on the effect of customer
emotional responses and continuous use intention, In addition, it was
intended to understand how customer emotional reactions affect the
intention to continue using. The survey response was conducted by
self-writing method through mobile and was based on sample data that
conducted a mobile survey of 300 customers using delivery food
nationwide, Factor analysis and reliability analysis were conducted to
secure validity and reliability, and empirical analysis was conducted by
applying the IBM SPSS 25.0 statistical package program. In the case of

sample subjects, women were more than twice as high as men, and those
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in their teens to 50s participated in the survey, but those in their 40s
accounted for the largest percentage. The most common reason for
ordering delivery food was for meals, The main menu was high in the
order of Korean food, snack food, and Chinese food, and the results of
empirical analysis are summarized as follows. The sub—factors of the
delivery food selection attribute were named menu quality, convenience,
speed, and packaging, and the research hypothesis results of this study are
as follows.

First, Hypothesis 1 shows the results of the influence relationship of the
selection attribute on the customer's emotional response as follows. It was
analyzed that menu quality, convenience, speed, and packaging, which are
sub—factors of selection attributes, have a statistically positive (+)
significant effect on customer emotional response.

Second, hypothesis 2 states that the result of the influence relationship of
the selection attribute on the intention to continue using is that the menu
quality, which is the sub—factor of the selection attribute, and the
packaging has a positive (+) significant effect on the continuous use Based
on the standardization coefficient, the effect of size on continuous use
intention, which is an independent variable, optional attribute dependent
variable, was analyzed, and it was found that packaging > menu quality
had an effect on continuous use intention, and convenience and speed had
no statistically significant effect.

hird, Hypothesis 3 found that the result of the influence relationship
between the customer's emotional response on the intention to continue
using had a positive (+) significant effect. These results mean that the
higher the customer's emotional response, the higher the intention to
continue using, and it was found that the customer's emotional response
was a variable that had a positive (+) effect on the intention to continue

using. Accordingly, Hypothesis 3 was adopted.
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Fourth, hypothesis 4 verified the moderating effect of online reviews
between selection attributes and customer emotional responses, and
analyzed that menu quality had no moderating effect of online reviews on
the effect on customer emotional responses. Convenience, packaging, and
speed were found to have a moderating effect of online reviews on the
effect of customer emotional responses.

Fifth, hypothesis 5 verified the moderating effect of online reviews between
selection attributes and continuous use intention, and analyzed that there
was no moderating effect of online reviews on the effect of menu quality,
packaging, and speed on continuous use intention. Convenience was found
to have a moderating effect of online reviews on the effect of continuous
use intention. The following implications were presented through the
results derived after empirical analysis of the hypothesis verification of this
study.

First, in order to increase customer's emotional response to delivery food,
it is judged that a delivery food sales and operation strategy focusing on
optional attribute factors such as menu quality and packaging is necessary,
In order to maintain the quality of the menu that customers can trust, a
certain taste should be secured, and when using new designs and
packaging containers, it should be selected by reflecting sufficient demand
surveys. Second, in order to increase the intention of continuous use of
delivery food, it is necessary to secure high—quality menu quality and
excellent courage to induce reordering.

Third, it is necessary to develop customized delivery food that can satisfy
consumers' needs, keep food clean even in busy situations, and increase
customers' intention to continue using it with the image of clean packaged
food to customers. Fourth, it is judged that the customer's emotional
response of delivery food directly affects securing long—term customers

through customer satisfaction and continuous use, and menu quality and
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packaging should be checked periodically to streamline operation.

Fifth, through online reviews, it was confirmed that accurate information
could not be obtained due to differences in customers' emotional responses
to menu quality Recognizing that online reviews and others can respond
strongly to customer sentiment etc, it has established its own information
infrastructure to promote online reviews it seems necessary to actively
manage the dissatisfied reviews of online reviews.

Sixth, menu quality, packaging, and speed do not affect the intention to c
ontinue using through the interaction of online reviews as follows. Instead
of referring to the online review of the selection attributes of menu qualit
y, packaging, and speed, the customer intends to use continuous use It is j
udged to refer to the factors of the selection attribute such as convenience
such as order time, cost—effectiveness, cost—effectiveness, and convenient ac
cess to the ordered menu. therefore, when writing an online review for the
customer's intention to continue using it, based on the trust possible It is
believed that customers' online reviews on the cost—effectiveness, cost—effec
tiveness, and accurate food provision will increase their intention to contin
ue using it. In this study, the influence relationship that did not show a m
oderating effect through the online review moderating effect is discussed th
e need to proceed with follow—up research on online reviews is raised. Th
erefore, in future studies, it will be necessary to develop a sincere service ¢
hannel for accurate information through manipulation of online reviews, fa

Ise reviews, and malicious reviews.

[Key words] Delivery food, selection attributes, customer emotional

responses, continuous use intention, online review
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