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2) dAAMHAFE ] 7iE

FEIAEA APl et Aol AT ofyzt MRS AlESte
Ardel7] wioll A A HEdhe FEFTAARS] AR 20 T84
ohe ol dFHT At s (AES, 2010). JAAAE|AT TAA FE
= "osh] Hsl FEel 540 ARE ATste] o] 4 5+ A=F
EotFE Aol AggeZtA] MBS £dste] VEAA Ee oA

SHspa DAl 2520l PAE FASHES ZobFe AHl2olH(Kotler,

1997). ol& &l A2 Au|2e] 7IxE A5 Hi S Fsl A7

Be} B2 ARE WEG BAL AolH, 4ALY BUE $ATIE 9
nEch BAFAE Fato] 1Al WolB APHA WELE AL B

st Levitt, 1972).

al
2 ABATL A BN ool A

-0,
3
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=
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rr
Nk
=
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>
e

i)
>
1o
f
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e
)
G
>
)
1o
r
%,
fu
H
fo
H
1o
>
R
gt
ol
lo
ol
%
o
=
i
e

[©)
Astal Aol HMOlE e HiE, =& SO thekst 9]
2007) 11 EAA QIAAH|AE B o] A

A
Z= 9171 QI7F A WAEAQ QA oA 11

ARE S A0 BAZ HFs) T Holeki strHelRA, 1994),

AANH AL AHAS Bste AR Aua BAo THAL B
shmA Auls Aold Aus ABAe 2 P& Be uf HAHL

Aog, FAAY §5, g, A8 % AR 5 BE

292 ojulstul (B84, 2019) FAATL Luze] WS glste] Rtz

Agshs Wt me oElsks AR £ AF Aulse) EeHcky

ST, 2012). Arls FARY Bl @F, 13 74

M2 B Holstn FIA0R wAe] ol ]
7!

49
. 2010). AT HAANA olRofA AHAHAEDL 1A

>
I
|~
el
fu)
<
I opN
>
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lﬂl

lo

lo

3 ofl 1
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AU Aol Aoz Tdsty] o] AHlA Ayt oS o

olth(Patterson and Mattila, 2008). A=} =] AH|A

Abp AHZE FAlo A HlEEACR Qlo] thefet Aol 1A
A

0% b&l‘“
Sc . |
Aul
i
rr
pocy

£ Eo "eoH o8 4 AEF s el FEAf
= & Tohe ARl Au|AagEZ o] FolHth FashH,
A LA Al o] "aaeke FA] npetste] sdste A

=

ol N m{n rr

H

/\_'—_
T

ol

N

"'_

o [

Hzol FEAF g0l AolM= AR AFHo] Adaset

39,
o

2~
T
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+34,
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_Xx_
ze)
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A

A7zt A0l BHA5](2020) 2]

=
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(2008)

Babbar &
Koufterous(2008)
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Parasuraman et al.(1988)
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A 4d DAY AY

UAFYEE ddel wet I Ao ggshAl WAL glew, AH|A

A el 1 Ao Al S48 mEr SAAES] 22lE FollA o
met @40 FHS FUS o R IAFATE M F AYT S+
Wb Z835H A kA, 2009). 2AFAE Jgo] we skt
59 A olrt " AL AMH|A FA| o] 1920t Copeland(1923)9]

Aol Mol ofufjo] o= H=Yio Qo] AMGET] AAGIH. AA
Al A ST e Fo7t stuE A EoloH, sEE
SpzE0] Apqlo]l AFFStAL sk FHA O weEh Sk Higt ApAIREe] Ao
£ Wl AEHE, 2020).

Jones and Sassers(1995)= IAZEAEE EX 7|49 AEoly AH|A
gt 7.8 A T offzto] A o]zt Ao5H 1, Oliver(1999)& thE 7]
Aol mHAY Lok Bt EFAE
Stazt sk a1Zo] 712 okt siglow oF 7|4e] AFE 5
=2 HHEAje] Freot ot Aol gt
e ShATHEE RS, 2010).

A9 e vigor A o]f F AHIA AR 1F BAE AEHH
oz Aot = HEo 14 SAEE 54 AZolNY 44 "k, AR
AL dxz, Wl dief == AdRFolztal o™ (Czepiel &
Gilmore, 1987), ®lk9] ZH} Hog ol kRS SHofA
+ AlFelv AH|2o digt HQIA o] A, PFO| SHA= T2
ATA=RE ALEAQ T4 st AW Bl digt 4 AL BA 2%
of Bty Aol ysitk(Jacob y& Kyner, 1972).

TARET PEEE AR WSl T P NAFARE Auaw
oflzt B 7IUE0] AET A= RIEA] dlgsof st 4R
A}, vA" 5ol QlojA M= 14e StHshy] Hobe 7]E9] 1 AErt

98 %2 olgt FALA] k] AT E 4 9
o o _/[\_ o

EL *Wi i

=
Ho| 3o 77

=
B
A
rlr
=



552 2 & glon, ol nASL FrlHoz Asht Auag 7o)
(Heskett & Hart, 1990). HHAE & FRloA IS/
v AR =, IARA, v AL, vt E4AFF Hit ofzte]
T gen RN DAFHEE 9

27k AZHAE W T AuAE WEHeR oge sPsAolatT
(F714, 2020).

Backman & Crompton(1991), Dick & Basu(1994), Pritchard &
Howard(1997), Baloglu(2002) &2 IAZIAEE P4, HEy FAZE
7o r A7 ERotdet FEHATAEE, Hed SAEE 44 52

Z7} e Zzom HE 5 MAE ZAL(rue loyalty), ZHH FAE

st
)
0
N
==
!
o)
lfJ L

Ir =

(latent loyalty), A S X (spurious loyalty), ¥2 FAL(ow loyalty)2
TF2otAe1E 2-2].

H T
o o
o =1 vl =
>
o A
an
A E Add 4=
(spurious lovalty) (true lovalty)
B
Ge 4R A 34
(low lovalty) (latent lovalty)
o
o =)

(19 2-2] Ps-He WAEFE o3t ALY 4714 /3
&4 : Backman & Crompton(1991), Dick & Basu(1994), Pritchard & Howard(1997), Baloglu(2002)
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AT ZHslE THEEH 2 /MES
Aoz "4 g 4 qlth(Reichheld, 1996).
AHHES W 1A FATE d@Hor Ao U=

GAR 1A FAHEE FAste d 7P Fatt 84E HEARl 84

)
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A5 A 739 A

1954 F0] Whyteo]l o] oz A/ME FH(Word of Mouth)-2 At
=9 oA dem Asixle AE=A(FRA, 2015 444 ol ¥+ ¢

o] YAES oA Ao} Aulze] B AHE Adsh: Aol

(Arndt, 1967). 32 diFuiAlEct A 8 ol4e] Fal BIE 7HAHA
Algdo] mie mob ] et P FAot=dl T8t A% St
(Harrison Walker, 2001). +49] F84¢] tigt A+ oz skats<] <4
AFEHI Qledl, F2 FHHER] FSHE 52 NS HIAT A5 F
BARQ FHETH= FAAQ Fo| B Hgity ol FAHA o] IH
A FRAEY O SHb 57 w2 R PH7E Hupro] Au|AL AE

o] ou|z] FAgoll AHFAA FFS F7] wEo|th(Richins, 1983).
2 Fao] AR ATy FRAA olop|goRA wujz
Hol o] == Fejo] AFYA|Molet 5t (Aaker & Myers, 1982),
“2H AP ol weolgtik: 5t 2™(Borgida & Nisbett, 1977), ‘Au}ah=
Weto A 4827 7R Qe AR et YEYAE Sof HuEEs @
doleta AojEa qlohERE 9], 2006).

ddjo] AnAES JIHUY} RHMY 5o FrjtolE FoiA tS ik

=
H% FRsiA=H C]A,

A AEEF Ade ASd] "zl 9] ouje

2013) ol o] A2 Hlgoz AFo| diet Fujelde A=ste] Tz
dAAZIE FAlel FAZIE g9¥e #AT 5 V] mEoIH(elFA,
1998). olAd e M2 dAEnd 24 AolsHl AelE oA
Ao, 2B[AbEo] BRI Hefet Q1] HYEHIE Sl SAAA FEe}
oS ngele HA e el F2 & 5 ArH(sld, 2008).
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D) dAn~E4

ng & Garey(1997)= AHAHAES PAZAE A Agslo,
W3} AR 7ke] Auls Geish BlEsl Al olgale] 7 Abeo]

Ape) o@&ﬁliﬂﬂ Hwo}— w79 BAE dAdFs Aoletn oY

(O], 2013). EoF JIHAHAS WA} MElA AFATE 5o
] olFo|A L AMuA0] EAR FAAY] HEU 88, 59 JAbAY, 14
S A2 A HHelA WA= AHl A 9 B ARA AleAe] g
Al Sl oot Bt A olstalnt(ol st 94 1999).

olFel AT

Reynold & Darden, Martin(1974)& 11720 ZA T i) AH]zto] oA
B T BT ARl AW 4T = ditt Bedes =2 o

=
oW HEfle HEAAM FUAAE St At FFolt shA,



Kotler & Armstrong(1999)2 A|&3 AH|Aof tfste] vEEgH 48|27} o
AT HEAE A&HHo|1x BHEHo g o]gstEt 4H|Ate] Hkaty s}
om, Griffin(2002)& AZ 5= AFolvt AHIAE w|o] dwE]A Al
T 9E3 ot H2 AE Al EA7Y &2 AES Fdcke 1A

o] wjEati Helstget.

flo rlo

o] AYAFE Higer 2 dFAE AAFTHEE wHeglo]l AET
MuEl2E oAl ASAY AFist] fls =dE AdEi= dZje] B oA
et A vl it 7l 71zste] AR MH|AE grow &4
o= olgstazt stz Zolgtal 2oz AosiH. shelatlere (1A
A5, AT, AHASTA0l el dAATAHL ofmer AHde 14
sto] A Hezy o] FHH He e oulstal, dsATH42 ot
2 %‘é’cﬂﬂ Asll sF Aoz ol FAE ulsiH FEATAHS A

3) +4

ot B4 FAol diste] &HAb 7he] AjQIA Y Al o FERE

HlEZAH o R wWeste oAkaE Peut dgolzt SHRAEE 9], 1995),

Aol AdA oleat FHsH diskE Edthd 111%011% Aal 2ol Hiek A

HE Hdsls 92t Aolstg om (e €], 2000), E3F 1AL LT}

2ol HeE 2ot &4 Aol AwyAe WOﬂ At " Aol Ma’r %
=

of

TH(Bayus, 1985).

2 dAFoA= TS sheledle] gle 9 Ado=w HGrow 17o]
MBS AFAREE JAAHIAS AlSE2 B 2 =4
ERQlof Al 2prAo g HMdstALY olgd Ae FHote WS =AH

g olstel g,
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A4d 2AHE H A=,

B Q7Y AZZAE 9iste] A B A7) LA HEARE olgst: Al
o didE 24 PoR AT AP ARRA PHE Boto] A
2 50 stk 14 A48 24 Wee vigos golo AR, gl
ol 58 BIsh] sh 20204 89 2423 9 102744 A 467
& dyes At dAsten 1 gihg B2 4R B ol
2 B WG F olslEst RET AR §ol52 SHugsle] ur
Aflal SR S S 20204 90U 17URE 119 3 2 24
ANET. B ZAE0R WEE 3 3505e] ABA F 33257} s5HY
ou, o] % $uel BHUP 2150 AEAS AP 31159 B A

(& 3-1]7F &

A 2 EE

24 R A 9 AZE 2 REAE ol g3

R DR EE

o H x At 20209 8¢ 24¥4~2020 9¢ 10¥
B Z A 2020 9¢ 17¥~2020 11€¥ 3
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SO 74
= Aol AEEH ARA= A ZAEARE] T BATE B4 wH
=%, FEAF o8 A" TH 557, FEA o8& o] AZtsh= FEGA
2Le] 1AM A T 162, FEA o8 1A IAFAHAE T 14
=, FEA o8 1A 4 e SEFOR F 4582 Ak
AR, SFAY AFEATHE EAHS SAd7] 9ol vH45(2010), %1-8m]
(2010)9] APATE Ed= AEH, A, 2T, d8oF, 4 Ho &5F
F9] 5EgoR Aot
=4, SHAS REAT o8 AHE SHot7] Sl & A3Ae A+ 9=
of mat el T/, FEAF o834, 18] F AHHE, JEF o] &5
A, HElAF Ae7|zo] £ 5Egor pAsIg o HE AL e ARESITh
AR, JEA o827t A Zbsh= REISARALS] IFA R AZES SH 617
el HFA(2007), 2Hel<52](2009), FA1=>(2020)8] AFE EHE & XA}
of T $A-Hesle] 16Reo R AR oM, 54 Likert FES ARSI}
SEAY IAFALE S5t sl AAF(2009), ©1w178(2017),
F957(2019)9] TH AgATfoA FE2H BEZE 2 IAb
Astgor, 54 Likert AES ARESITH
2357 98 da4(2015), £21w(2019)9] <
Sl
=

ul
2017),

A, 3
23 24
A 54-Rgste] 147FoR T
%
TANRE B2 B 2] 2] gl SEFoR Tstgon, 5

at
S
oA, sEAtel 4

Likert 25 ARE-sH4Lt.
A Likert HLolH SAHL O] A4S Aot [ 3-2]¢F Erh
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(& 3-2] ST 74
=4 2 2 4 1 &4
ReERF o4 A 5 38 2 A7 14
AF<1(2007)
AAAHAZE 16 57 Likert A= ghalls, 4 9=(2009)
FA1-=2(2020)
— - . AALF(2009), 14 (2017)
IAZFAE 14 57 Likert 3k A29(2017). 2472019
; Fa 42015
4 5| 5% Likent 3% )
_ . 4 4+(2010)
A7EASt B4 | 5 B A A0102010)
A 45
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A6 d A=Az 2 Z24TH

2 AFe #3" AzE Hlolg IY(Data—Coding) & #A SPSS
Ver. 260 T218< o]ste] BAgeltt Atm HAe] AlLE A Hel
A 4 e o2 2o
AHIE Yotk 7] 9

2, ZAAY QT SASHE

ol W= EA(Frequency Analysis)& AA]
g 7—150}7] —?4

7o) By 9 AlEE EAv 9olo] BFAlS
(Factor Analysis)Zt A1 2|2 (Reliability Analysis)=& STt

rulo
f

YA, S FEUSY JUBAS Fotr] 91

(Correlation Analysis)& A AJSF3A Tk

A, REIFARALS AHAquAFH o] UAFHYEe o mAE P
F S FHotA T3] A4 (Multiple Regression Analysis)& A A|
k.
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A4F A7a% 9 23

Al d AR =iy

[ 4-1] A7EASH E4 (N=311, %)
2 B ne H % (N) H]-2(%)
. A 61 19.6

o] 250 80.4

20~304] =gt 24 7.7

e 30~404] B2k 102 32.8
40~50A] |t 138 44.4

504 ©]A 47 15.1

TZ ols} 97 31.2

#5349 Az Ast/EY 66 212
st Ash/= o4 148 47.6

-~ s 87 28.0
7= 224 72.0

1009 ojat 36 11.6

100~2005+ o]t 99 31.8

A2ESE 200~3005+ mut 63 20.3
300~4007H wul 46 14.8

400%H o] 67 21.5

3 311 100.0
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EAAT SEAY] A2 B 19.6%, o178 80.4%= o7He] Hlgo| =
& Aog Uiyt AgLe 40ti7t 44.4%% 7P Bk, 30t 32.8%, 50
o ol 15.1%, 20 7.7%<C 2 uepydth 2EehE2 gty st o]/
=4 oldol 47.6%= 7V Bekew, MEd AsY/EY 21.2%, 1EF 31.2%
o7 Uetgrth 28R E AWHEY 7| 72.0%2 nERch gekon] ol
2 28.0%C0F UEehgth upxeto 2 o Hid AE5E5FS 100~2009HS |
AES AL AL} 31.8%E 7PY werew 4009k oAb 21.5%,
200~3007H Tk 20.3%, 300~4007Hd Tk 14.8%, 100%HY Tt 11.6%
=02 A=A

olfel A2 AHE uf E4} Sofr L3Pt F49] MWHS st
£ 40t ol9] 7le g5l HEA o8 HETt =2 A
ol ApS|Age] ol A HHA Ade Folk E4F ¢
3 2p7] Y] Hagdol digh lAo] Frteta 7] wiEsl AR Alm

=
1o

il
&
=

i)

_29_



2) FEAF ol &A=

[ 4-2] HEWF o84 (N=311, %)
7 = 2z B (N) H]-8:(%)
S o14F 276 88.7
= ol & wo] A4 3 1.0
R4 12 3.9
Yl otEAF 20 6.4
¥ 13] o5 92 29.6
9 2~~33] 20 6.4
ol 34 37§l 1~23] 105 33.8
6711 ol 1~22] 75 24.1
A 13 19 6.1
20kl |t 69 22.2
s 2~51Tr9] nwt 97 31.2
;j] ’f]fé 5~108k¢l mjgh 82 26.4
10~205+¢] W]t 57 18.3
209+ o] 4 6 1.9
A% 9 #eEE 9l 68 21.9
oFEr}e-S 94 150 48.2
org 5 AR 27 o)) 36 11.6
o7F AIZE 282 Sl 1 0.3
AEHY A HAE 5] 33 10.6
7 et 23 7.4
A 11 3.5
714 72 23.2
e o1 HEA 157 50.5
wAME A D e 26 8.4
nE % A4 39 12.5
7€}t 6 1.9
A 311 100.0
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ol

At

HEZAAS] REA ol 8AHE dotE7] flote] Rl EAS AL
o Avt= [F 4-2]9F Zrh
=447 HFA“ o]g o] Folg Hat Fofifo] 88.7%E T Wk
o YUotEAF 6.4%, THHZ4F 3.9%, Hlo|ladA 1.0% =22 YERTT,
HEAF o]& ?J\T% 37Nl 1~2817F 33.8%% 71 wkew ¥ 13] o5}
29.6%, 671 Qoll 1~23] 24.1%, 4 2~33] 6.4%, & 13] 6.1% +o=2 el
of. WAl 18] B 4H] HE-L 2~59rdo] 31.2%=2 7P wWeke, 5~10
Tl 26.4%, 29FA mIRt 22.2%, 10~209H4 gt 18.3%, 209+ o|AF 1.9%
o2 YEET RERF Fol§ HAHL olgtaS floi7t 48.2%=% TP B
o] yetten, 17 2 s sl 21.9%, AT 7] Hdl 11.6%, &
EdA slas Hdl 10.6%, 718t 7.4%, o7} A7+ &4 98 03% «o=
UrepstTh mpRjEte 2 RERF o8 Al FQ5HA Aot FRoEE HMEA
o] 50.5%% FLHoz werow JHA 23.2%, 1% U HIA 12.5%, 1A
Ml D FE 8.4%, B4 3.5%, 71EF 1.9% +=2o2 FAE I
olfel At AHE o HEFTA} FolAL o]& HIET} oA A
A A og mAHQl FGrie] MY G e Aer FAEE= doli
TAAE B2 Ao A JFS o2 ZAE FEFARRL] 1A
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e

TUEHTEE
HA Q1749 3 HE a9l 7t 5HA4S it fxIstHA A
Al71= "2 H A (Varimax) 412 223 A (Orthogonal Rotation)& A A5}
ATk ERF FEO] APyt QA At A=de HFSHI flsty
KMO(Kaiser—Mayer—Olkin) Index®} Bartlett 384 ASS AAIsHAT
0 o4, Q<175 (factor loading)2 .

l

99 F=2 17 Fheigenvalue) 1
ot B FEoIAoH, Qduds

go BENTFE BHelste] 50

Qoltxo] A
olste] EFe HE

o
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5 FE 221 2212 354
11 747
=310 729
A=
=39 .691
=312 .564
=32 .187 167
24 =31 .080 734
=33 313 .637
Eigenvalues 3.510 1.360
Variance(%) 50.143 19.426
Cumulative 50.143 69.569

KMO & Bartlett's test: KMO=.811 X?*=875.626(df=21, p<001)

RQIEA A3 KMOASE 8112 Feaidon 284 s 4=d)

_]
o] golx|glth E3t Bartlett X?=875.626, p< 001 F3olA §2J5te] Q&
A Ztmsol A¥H TAE Ve ATHERES] 2017). gEbdoez KMO Z

Z7F 9004 ol wje 31, 80FEWH U5, 60 &2 J0HEH HFo|1l
.500]5HH B2 A5t (Kaiser, 1974)2t1 R =1 Qo

FH adE0] 7H BS] F BARZ 69.569%F UEREOH, QIAAH|
AL Tedor AN AR TN 8o 2F =T
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My gE 29l 2912 2913 254
245 046 792
) 068 643

AH g -157 682

U . .
246 331 562
24 401 522
2413 322

AA4n =312 331

4 mgs 034
21 366

azn 297 150 026

4 mys -.029 247

Eigenvalues 4.649 1.666 1.159

Variance(%) 42.263 15.143 10.533

Cumulative 42.263 57.405 67.939

KMO & Bartlett's test: KMO=.809 X*=1549.516(df=55, p<001)

71 Ay KMOZ|% 809% Festgien QQliA 7hHset Amddo] &4l
H ek S Bartlett X?=1549.516, p001 FZFo)A G2l5te] QR4 =
2EO AgH IAE et g SAE 8212 37 89 11EFge
2 HF gel=en aRlso] 7k W4 F BARE 67.939%2] A¥E

SRRl

nJlo



3) 779l 89184

[# 4-5] 719 QJd2A 23

W4 I EAIG
=31 .856
=4 .834
T3 72342 .807
=35 794
=33 .610
Eigenvalues 3.901
Variance(%) 78.015
Cumulative 78.015

KMO & Bartlett's test: KMO=.806 X*=1502.035(df=10, p<001)
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4 2Rz AFE B

[ 4-6] ZH=70) A= 24

{9l B Cronbach’s « A
= e Cronbach’s «

A=A 4 .837

AH M H|AEA .833
HEA 3 .790
A2 454 5 .825

IRFAHE AAHSA 4 811 .851
Y5454 2 .770

T+ 5 .928 .928

2 23 7 YHAAEE Slsk= Cronbach's o #e
V= Q 2 83372 UEttom
A=l 837, A2 79022 yetht o IAFYE A== A
Al

AFE 8518 Uehgon AXAEA 825 IAAAEA 811, A5HZA
77002 urs}wu}
npzjeto g LMo ghdato g AA AFErl 9282 Ut BT AL

o ZlEA & HiHAl Qe 60 oo R WERHT

_36_



[% 4-7]= Aol wE JAARAFEE, ASAHE 9 FHof dist At
7t gato] AL 95t 57 t HAF(Independent samples t—test) Z¥Fo|tt,
JH

0 AT Ee] e AANAEY, DAFHE 9 2A0) P 7 P

(£ 4-7] o 2 JAHAMHAFE, IAFAHAE 9 A HiFato] BA
TE A4 N M SD t

o 61 3.59 43

A 24 -.577
o 250 3.65 74

Q- A H| A

oy 61 4.04 .55

;5_5_/\3 1.305
o] 250 3.93 .61
) L2 61 3.66 .54

AHHZFA -.235
o] 250 3.68 .53
o 61 3.48 2

IAFAAE PR FTA -.388
o 250 3.51 .57
) o 61 3.33 .89

P54 -1.936
o] 250 3.55 7
Lo 61 3.43 .79

FA -1.351
o] 250 3.57 .70

_37_



2) Ao mE JAAMRAFE, AAFTHE

[ 4-8] Aol W2 ARANAED, DAFHE 2 A Babro] B

T = a4 N M SD F post—hoc
20 24 392 .62
30t 102 375 .80 .
A=A o 3.554 D<A
40Th© 138 355 .64
QA M H] A s50dfol” 47 353 51
z2 20N 24 421 .60
30T 102 410 .55
HAEA 8.202 C<A

= 138 389 .58
5000014 47 367 .63

2004V 24 392 .10
o7z 30W¥ 102 371 .06

. 39747 C<A
=73 40th© 138 357 .04
5001”47 375 07
20TV 24 346 .14
T 30Tp? 102 356 .06
aAFHE PO " 776 NS
Rt 40t 138 345 .05
5000014 47 355 .09
20TV 24 369 .64
M= 30T 102 3.67 .79 "
o 5.883 C<A

ot = 138 348 .78
5000014 47 312 .86

20T 24 353 .69

30thP 102 365 .71
A o 1.322 NS
40ty 138 347 .73

5001”47 352 70

o035, “pol, " p<ool

_38_



(B 4-8]2 Aol o2 JAHMH|AEHE, IAFAAE, T4 gt et 2+
Bt ztols BAsty] 95t dYHFEA (one-way ANOVA) ZArfo|ct,

Ag HHEA ‘Mﬂﬂlé%éloﬂ ek A Wo] Fole A=
(F=3.554, p<03)3 AR (F=8.202, p<00DNA FSAZ {25t zfols Yehy

oAt W 7+ Bt Aok BAA ot Mol hehe] Scheffefs AFAZ
& ANelg. 1 AT A= 200 AFer S0t o4 AT Wrt ke
BAE Bgom, ARAL 209 AaHst 400 Y Bt B BEAE
B ot A ATt FW At Boh BEAHA BARPE AR
AH|z F Aot AEAS o A Bk o Zo® 2 4 otk

ez IAFHE 2R E JAHSTANM £=3.974, p<ol F<ElA]

]
N
—

l

A 2 B2 FAA FOAsHAl UERdT. Scheffef's AF-AS 24 23
Me AHAHIAFE Aol FdsH 200 AFHiE 400 AP Hoh &2
I FAHEE HEHIT EoE AEATANM £55.883, p<0l =AM A
o ZF B A felsA UeRd o™ Scheffef's AFRHS 24 Aol
© HAHIAEE Aokt Fdst 200 AFHU 400 ARH Hoh w2 9
4 FAHEE YERII

o] Axt el wetq AR, AR, dAAFTA, BeATE2 A
b frelRt A7t vepg ey FEIFAAY FEqdel dHieh A HEd, 7ol
+ A T Aot Qe Aor SIEII.

ol HEIAF QlElEolt B9)7], HEIZARY Q5o aAzEelA 3
At F9 AndiEet o wgshA Qs ks Zlole] E5k 44l
ol5Hs HEARS BhlolA F3 § o] gAY AF WEsHE
43ANAE B ARt Fd ARdeld Bok 4370 o|Rojn
o

o O rlo
N
f

o off
x,

s
d
m
fl
4
X
u)

_89_



3) HESe] G2 AAANAEY, WAFAE, FA] Bare] B4

AMME AT, AASAHE, o digt A

=
o b Ht 2olE ZA5H] St LYHFEA (one-way ANOVA) Ao},

(3 4-9] gto] g QP AR, IAFAE 9 20| FPzjo] &4
T 2 =] N M SD F post—hoc
nE 97 356 .77
Nz ARHEY 66 371 75 1994 NS
SERT &l 148 366 .60
! R 97  3.80 .57

Heg  AEYQEY 66 394 55 50017 AC
oA 148 405 .62

uEY 97 371 .60
?—gj ARYEY 66 360 39 877 NS
fZol Y 148 368 .54
wEY 97 353 .72
24T %;ﬂj ARGEY 66 349 53 185 NS
fZolAY 148 349 .56
vEY 97 347 91
73%%5 AedE? 66 345 76 409 NS
HEelg” 148 350 .74
BEY 97 358 .66
2A5T AEAEY 66 342 80 1196 NS
&l 4Y 148 356 .71
“po1
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Folal

[

1HH AR~

g

mjn

75—1

F=5.001, p<0I 4

o
12

o

1]

tolE HE ot Scheffef's Ak

Z

=
a5

)
T

SH|

A4 59

=
S

Z| 7}

N A 7+ Bt

=
e

o] 2et 10

ol
AL

ol

RS

v FEISAE AEAES oS o7l 99

Foh Ao2 AR

ks

7143} v

S

Ao 28

M W
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| DAZAHE, 70| WA BA

[£ 4-1018 ZEelfo] G2 AAANAEL, TAZHE 9 27 g3
7

2 9% 59 t H3(Independent samples t—test) ZAy}o|ct,

z
o}

£ 4-10] BEoiFo] U2 ARMAEY, DASHE 9 A0 Brrjolia

LS |

T+ 2 ZdooH N M SD t
n)s 87 3.79 73 .
A=A ) 2.468
ol A A H] A 71 224 3.58 .67
&4 )& 87 4.08 61 .
ARA ] 2.365
7% 224 3.90 59
e 87 3.71 53
NEEEE 672
7% 224 3.66 53
_ } njs 87 3.52 .63
IAFAE  AAAFA 269
7% 224 3.50 .60
) ] fec 87 3.46 93
Y5454 _ -.619
7% 224 3.52 75
A 87 3.54 82
A . -.070
7= 224 3.54 67
P05

0 AT QHANAEY R0lH FAF T Aol gl R0 e
T B} AEA(=2.468, p<05), AE4(=2.365, p
C098919) ol SAH folatA $A ket deht nABAE, PAL

olo} e AW AE] o] W AlpEl] FAS Ho| sH- e}
o] Ws) FhAet o} E AP 2 Aol viFo] 2 7182 ko] A

Aoz A= gt HzAdoll d WA whash] el Ae= ulFo] Yz,



A
(one-way ANOVA) Ax}o|ct,
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- 44 -

E 4-11] A55F 02 JHAMAEE, IAFTYE 9 o] giajo] B4
T B G = N M SD F post—hoc
1007+ m]qy 36 3.83 .51
100~2009H wgt® 99 362 73
A=A 200~3009H PR 63 365 84 990 NS
300~4009Fd me? 46 354 55
A 40059H9 ol 67 363 .62
% L] Ea
=7 1008kl wigHY 36 393 64
100~2005H mgt® 99 382 63
HEA 200~3009HY | 63 399 57 2.357 NS
300~4009H mekY 46 414 59
4009F] o] AP 67 3.98 .54
1007+ m]qkY 36 3.87 .08
100~2005H @9t 99 369 05
IS j00~300me WWO 63 371 07 2388 NS
% 300~40099 WMWY 46 360 07
4007H o] AP 67 3.56 .06
1007+ mjRty 36 381 .10
100~2009+ wl@t® 99 347 06
jf A8 200~300me mwO 63 346 08 36197 DA
A 34
300~4009H |k 46 332 07
4005+ o] A 67 3.54 .07
1007+ m]qkY 36 375 .73
100~2009H wgt® 99 346 85
P54 o @) *
~0q 200~3009Hd ®ITFY 63 372 51 3.331 E<A
% 300~40099 WMWY 46 337 70
4009F o] AP 67 333 .96
1009t mgHY 36 3.82 .44
100~2009+ wlgt® 99 360 .71
T4 200~3002Hg o 63 353 74 46257 BD<CA
300~4009H ek 46 318 .78
4005+ o] AP 67 3.56 .70
p<05, "pLol
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4-15]9F £t

E 4-14], [#

4-13], [

i1
ar

[

At

N

(multicollinearity)

et g
AT,
t&2 uEhd

o)

=
=

A Fder ALY A

=

ol A

S

o 072 W 9

a4

23

1
-

5t

EEEIES

4

g4 M

ol
=

.8 o]

At B
oL 9

Jamgon Ber A%

s

bl o153

]

2]
S

o 247

71 $5ted Durbin—Watson

ol

L=}
o=

1(Variance Inflation Factor: VIF)

o
t}. o] o Durbin—-Watson A|g+= 0-47F2]9] S 7HA

e

o

)

A%, 323 (tolerance), &4

g 1 A

L
1—

__OL

ol
or

tH, VIF 2]4+=

5]

= ood
Aoz w74, 2016).
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E 4-13] dHAEAFEC] JAAHFTA A vAE IF

23 B SE Y t p T VIF

g4 1.989 187 10.622  .000

Z
&

QX
;4 A4 319 042 414 7512 000 .801  1.249
“6‘

AeAd 133 .049 150 2.719 .007 801 1.249

R=500, R’°=.250, adj R°=.245, F=51.248, p<.001 Durbin—-Watson 2.029

>k

“po1, ool

FHEIMH|AFARRRS] QIAAR|AFHo] AAFTHE o198l F AAHSA
of mx= thF3]AEA Ao Durbin-Watson Z|4-= 2.0292 29 uf-%-
o A5 YEAL Qo] skelacls IF A7 Al A7 Sl AL
IS 2= AR, 24 BT 8012 UEgew VIF X4k
z

Y78 112498 e tha34d o 718l 10m[Rhe 2 vrebyh.
TFAHCE FEABIAFARS AAMH|AFHo] QIAAFTHHol =
BAS Ay E2ABASR)E 500, SAE RA= 2458 UEhgon =g
Hglo] FERRl] mlAl= AEE2 245%2 UEHT E3 AR 2
Scof tigh BAMRA At F551.248, p 001 $FA SAZHCR FolsH
LrehLh 3l Aol At Am o] RIS
AAMH| AZ o] QI HFAol m|Al= FFE Hge2e AFH(4=414,

|
r=1.512, p<00D), ARA(£=.150, r=2.719, p<0]) K]lo] BEAA Koot
(2] FFL vAE Aew yehdoiE 4-13).
olet e Ak AMAuAEAY NPT, HEAY 8o 94
+ 8% 89l ATHUE. £45(2019)9] “FFAF ]
"

- A
9 AAER0] QA AL 1A FHE] et AT oA A4

|o
o,

°l> oo ofy
.
Mo od 2,

1



blal

o)

SEREES 2B

o|

o] A=

B a7t SAR F0E Byt
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) dHAr|aFde] PeHTA mAe 9T

(g4 2.400 314 : 7.643 .000

=2
:3%;5' A= 324 .071 278 4.544 .000 .801 1.249

Aed -.019 .082 -.014  -.226 821 .801 1.249

R=272, R’=.074, adj R°=.068, F=12.352, p<.001 Durbin—-Watson 2.315

*EE

p<001

Oaloz QHAEAFHe] PFHFTA vAe e 24T 23 Du

rbin—Watson 2= 2.315%2 20f wj-¢- 23t A& e Qo] ba%

068% Rt Sgiiclo] Fwele] ujAE Awele 68% et ®
@ 7mae] Agwe] dg B4R AT 212352, p 001 2NN
A golsl eht sl914le] Aget AaA SHelEg)

QA A 2B o] BEAFA HAE G WszE A=A ado] g
=278, t=4.544, pC001 52N BAA §OI8 A(HO GeFe mHE Aoz
epdrHaE 4-14].

Andon AAQUAEAY 912 F ABHe o] A o
e Aom zAHglon] X2 BEFAAe] dwet BHH AFH 2w el
A #2% Hol YAY T2 Aol Hsh o AF olgsA it BEAFAH

o Ggele] grks AoR HHT 4 9rk

-

=

I~

/4=l bl

i)

oy

£3013)9] “FRed AN QAAHAELe] IR
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VIF

et
ofll
oc)
wn
£
SN
i}
~N

%) 1833 216 : 8.488 000
Loat AEA 409 049 464 8345 000 801  1.249

A .046 .056 .046 818 414 801 1.249

R=486, R°=.237, adj R°=.232, F=47.717. p<.001 Durbin-Watson 1.907

* ok

p<.001

npzjeko 2 QIFAH|AFZ o] X FTA nX= FFS B4t A3 D
urbin-Watson A4+ 1.907=% 29 wj¢ ZH3 245 HetY 1 Qo] o=
T A= ¢l Ao=2 YERTHE 4-15]

QI MH| AEA o] A A 4

-
486, £HT R 2328 et Sucle] F&udle] wxt Agee 2
3

p<00l FoA FAA st vEd 2l Alo] &

ATk AAAME AFH] AT A= FFY He=Ee AR aclo]
£=414, t=1512, p<001 7oA SAA IRt 4(+)2] FF= vlA= Ae
2 UEhgtHE 4-14]. Ao REFEARO HAuAZA] 5199l

Z ARY 20 9Tl G- Ao UeRgon] A=Y a9lo] ROW 1

N

Ao] FAAAEH B BolAE Aoz H4T 4 9rt.
FAL, BA81202009] “nlgAte] QEAHAEHe] 1A FAES] WA

=
G| AFolH mlgAe] AR 890l A4S ARAFA 89S F7
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2) A LFHo] Ao wjAl= FF

FEIABEIAFARRLS] QI AR AFHo] o] mx]z Jgo Ht Bde
[® 4-16]7} 2t

(£ 4-16] AHAMH|AFA] Fo] vAE I

oy B SE Vi t P T VIF
A 2.025 274 7.381 .000
T4 A=A .302 .062 291 4.851 .000 801 1.249

2
Mo
o

105 .071 .088 1.476 141 801 1.249

R=.339, R=.115, ad/ R?=.109, F=20.050, p<001 Durbin—-Watson 2.044

*kE

p<.001

ol ZAZE gls Aoz FRIFI

dHAu ATl Faatel] die gFgEe 2AT A dSSuAs
(R 339, #4% R 1092 Ueht Egdclo] F&Hd] v2le 43
92 10.9%=2 Yehgtth EF SARYGe] Hro] tieh 2iHEA A 2
0.050, p<C001 A BAA KA eht 24l 2get Aadol
gl At

DHAHAFH] R mAs T HeEe A=A a9 £=291,
t=4.8512 p(001 ol SAA el A(he] g2 nAle Alz e
et

9o ATk REFAAIL DAl S % A& Fo AT 4 9

OHH Hq
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3) AAFAHE7E ol Al FF

[E 4-17]2 RHEAuAFARS] IAFAHEIE Aol v dFo] of
g ohE3HARA Adfeltt. Z2WE AHEYW WA oE3ALd g@0s 97t
Durbin-Watson Z|<== 1.884=% 20 43S Z|+E YeHI Qlo] shaql
= A7) A A Sl Aow ZRIESGI A= .622-.8839] H
F5 yetfidlen VIF A4k 1.132-1.608 HFS Uehfo] thaxaadA o
o 7] 10m9ke 2 UrEb T

E 4-17] IAFAHE7} FH njAE= GF
ny B SE Va t p T VIF
&) 679 262 2.592 .010

A=A 267  .079 198 3.363  .001 658 1.520
AAAEA 340 071 288  4.755 .000 622 1.608

P=H=A 197 045 221 4,348 .000 883 1.132

R=.549, R°=.301, adj R*=.294, F=44.092, p<.001 Durbin—-Watson 1.884

*kE

“p01, " po01

TFAHOZ HEAHAFZARS] IAFAHETL LA nA]s TS £
At Ay e AIASR)E 549, £3E R 3012 Yehgon E3W
olo] F&Wolo] e AWHe 30.1%& UEhgth EIt SlfRF o] g
A AdL 244092, p<001 FEAN SAH folstA e

H
2
4
<
A
>
Hm

IAZAHETL FAo| A= ¥ Hg=e AT (5=288, 4.7
55, p<00D), F5HFAH(6=.221, t=4.348, p<00D), AAXAZFH(£=.198, +=3.
363, p(0l) +22 FTAA FolatA H(+)9] JFE viale Aoz et
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ABSTRACT

How the Beauty Industry Workers” Quality of

Service Influences Customer Loyalty and
Word of Mouth

Oh, Suk-]Jin

Major in Hair Design

Dept. of Beauty Art & Design
Graduate School of Arts

Hansung University

The purpose of the study is to identify the effect the quality of the
services provided by the workers in the beauty industry has on customer
loyalty and word of mouth and has its focus on maintaining and
securing customers through word of mouth and loyalty in the beauty
industry that is becoming more competitive. This indicates the studies on
the variables that are considered to have an influence on maintaining and
securing customers in the beauty industry, and the configuration
dimension of the quality of human service. The study aims to
theoretically verify the influencing relationship between the variables and
operationally suggest implications to the workers in the beauty industry.

For the actual investigation, the study distributed a total of 350
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questionnaires to general customers of beauty shops located in Seoul and
Gyeonggi—do Province from August 24th, 2020 to November 3rd, 2020,
and used a total of 311 questionnaires for the final analysis. The
collected materials executed frequency analysis, exploratory factor analysis,
reliability analysis, independent t—test, one—way analysis of variance:
one-way ANOVA, correlation analysis, and regression analysis utilizing
SPSS Ver. 26.0, and the test results are as follows:

First, as a result of conducting the mean difference analysis to find
out the average differences between the quality of the human service,
customer loyalty, and word of mouth groups, the average difference
between the groups of measurement tool did not show any meaningful
statistical difference, but the average difference between the groups by age
was identified to be significant only for the service quality and customer
loyalty. The result related to both the level of education and marital
status showed meaningful statistical differences only in the quality of
human service criteria, and the result related to income level showed
statistically significant only in customer loyalty and word of mouth.

Secondly, the study conducted a correlation analysis to investigate the
correlation between the quality of human service, customer loyalty, and
word of mouth. As a result, it was identified that the quality of human
service. of the workers in the beauty industry showed a significant
relationship with customer loyalty and word of mouth.

Thirdly, as the result of verifying the hypothesis of the effect the
quality of human service has on customer loyalty, it was shown that
reliability and expertise factors were identified to be the influencing
variables that the effect of quality of human service has on cognitive
loyalty, and for behavioral and emotional loyalty, the reliability factor
was shown to have a significant positive effect.

Fourthly, as the result of verifying the hypothesis of the effect the
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quality of human service has on word of mouth, the reliability factor
was shown to have a statistically significant effect as the influencing
variable that quality of human service has on word of mouth.

Lastly, as the result of verifying the influencing variables that the
quality of human service has on word of mouth, all factors were found
to be positively significant, with the order of emotional, behavioral, and
cognitive loyalty.

The conclusion and suggestion according to the study result above are
as follows:

As the quality of human service provided by the workers in the
beauty industry was verified to be an important factor that has a positive
effect on customer loyalty and word of mouth, the workers in the beauty
industry  should conduct constant customer service training and
professional technology enhancement training, as well as programs that
can raise positivity, leisure activities and self-improvement. Improving
self-respect and confidence will help raise the quality of customer service,
which can be a way to increase the loyalty of the customers who visit
the beauty shop, and naturally affect the positive word of mouth.
Therefore, the enhancement of the quality of human service provided by
the workers in the beauty industry and its systematical maintenance are
expected to contribute to not only maintaining the existing customers but
also securing new customers.

The study limited the component of the quality of human service to
three factors. The studies conducted in the future are required to
investigate the correlation with other factors, and will also need to
conduct researches to improve the maintenance of the quality of human
service, customer loyalty, and word of mouth method. The study also
limited the range of study to customers who have experiences in beauty

shops located in Seoul and Gyeonggi—do Province. More inclusive and
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extensive researches in terms of study range are also expected in future

studies.

[(Keyword) Workers in Beauty Industry, Quality of Human Service,
Customer Loyalty, Word of mouth
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