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S AFste o 7199 AEAEDe] e AdEle] Zo] yolHoh EF

79e auAe] &35 wtedsly] 9ja] AT =FH AuAE ATt

AH 224 AL 9% o] glow zHAe] ooz s 7|e] Eif
Aratolth(Buchanan et al, 2018).

Ar|AEAe FFAt ek gl B2 Ada Faxt Qlske A

g 24 fdogA B4 Auzo] dis) AurAel aH|2e] Wkl e

gofstn, deE AHAE AlFste] 142 Ztfe
tHLewis & Booms, 1983).

Egh, AHIAFAL AFEE AH| 2o e AH|Rpe] wohe] % et
I BRI, AEA AlFRre] 7T ARt /1A sHE 2172t FA o] Y
oA olg AH|AAFAt AnA IAGHE 27bE AUAEAR
I QiTHRI2oh, 2018). 71go] AH|[AA 1FH AH|AE AFsta AHR
b 2Ae VIR0 R, AR A7 AH|A, 7)5A AH|A, 7]ed] AHA,
s Mu) Azt uAEAe ZghE 4 Atk (McGrath & Astell, 2017).
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TFollA AMElA E- TweE A=A, 784, 58, A4, dol, dAatarE, A

478, A, LA digt olsll B /34 5 107k 9] +H9AdE At

38

0. o] SERVQUALS] 57bA19] 71l 34, we4, A4, 34,
Aoz FAdstth(Parasuraman, Zeithaml & Berry, 1988).
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2, 2019). olA™ 1A e EA Zsol die EAie=A 14
of g7 Huie] wES AlFote] 1ATRe] wAYE SAEEA 2 A
= oulstH, &vzEe] TIHiE SFAYIE AR AlE

Ll 2EAY HAoRAM anzrel W{rier Aod 5 AHClRA,
2002; ¥4, 2010).

FEE &HARS] IAH AR Sk AEE AlES T A
BAE= w70l Aoy Aostg il (Howard & Sheth, 1969), A|&o]
U Auas desty vw 9 EAsts Zleg o] & Agdue] g 4
Hzte] 2)7behs 7HA] Hm(Bloemer & De Ruyter, 1998)o]w, &7]4

Q1 AHARS Bl EHAY WES uRe] AWE AR o Bz

- 71—

o
3
=
™ g
i)
o
=

>
=
rl’j

AAIEL et IATES ARA wddt P wEgo] Fetor H
AET AulAo] B4 Ee AFEHE AHA AR FI[olR] oE
44 whgo g2 A5t (Oliver, 1999).

o|A Y AH|ZFO] QA mGAH|I A0 AR AE|AAFAY] FE E=
713t DA FeEAl 9 ZERt Au| A AlFo] ME|A FHAHET 4
19 2

stEl 71ew 1218 Hlgsts ARAS B BELT} Holx:

»orle

P

BRI (020)% ol 2EEARS] Au|ATbsE AulsmiEzete] A A
HAZE AElAREEe] 4TS nlHe AuAREE QPR F
B8 9 AL Aoz FAHUE ol AL AL Foh 2ulA

Ll el FE k] QS Fi 2R ATWHOR AHATE|
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2.4 Agn]&

g2 AAVIder dgd of 2 He Loy HEor AHosta,
dgnlgel 27l aHAre] Adge] dg= vAH AT ko] dev]§

o] 2AFalo=zA nAold WR|E ot th(Porter, 1980; B3], 2007).

Keaveney, 1995; £4, 2006).

AR ZAY FARE ez oF AFoA FARPE @ ZRA A
B IFAE ofAsty & wf WAEE AA, FAA, ATHA Blgo digt
AZte g Aostart(eldS, 2011). ML AHRTE AHIAE AF
H= 7)ol dis o 7|der Agd of IAsks s " A
d 5o SRl o
oF ¢lAlom AolshH, ofzet AR AEH|A A|FAo| ot AH[A}

o QZEE kol7le] Aula ool g Aguge] o H7 A4EY

AA v, 92" AR Qe

f
N
N
)
i)
>,

ic)

)

b
>

M)

271¢e ez o 7ol dgvige A Ay 544 g
Hg 0% FEsiqith. 195(2012)2 AAl A7HGAE tidez AeH]-8o

MALIE e ARolH A AZsHe AR ulg, A g 49
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A Basrle] mAe Auls

AlgAEIAE Bl8EARete] AF
A A4ste] MElAEHET ol

'9" R |
HET ARE SUHEeE AeEEe
o] &

A= A,

2.5 A EOJA}

aHZtE 2ol 895 $E57] s aHlE sH =Y B &4E T

2A7)7] Si3 Weto g AN AR ARG 2Pste] 2 WEL 4
AFE AE EL AuAS FusHA H: oA RS ARKEA,
2019).

Azoits 2827 Adgshs AH|a F- tiste] ArAl 4nAte]
A= Ao & 4 flow, &HATL ZIYRt A=A 9] TR EY T 2 71
S A HH HAHEG. 535 17| AfFolur Mulad wf 2=ojArt
FotAl vetus AHR= ARE 2 AsS AEste] 248 7S 2
ot & 4 tk(Netemeyer et al.,, 2004; Yeoman & McMahon-Beattie,
2006).

AZors 2] AujiiEls oSS 4 Qi AlFe] BrHE 7ol o
2t A& Hu, £ BHE ZHAof dis) 2ysiA AESHA He HE
o8 AOStAA(FAM], 2019), B4 AlFold AMH]lAFHE s 4nBA7t
2 He |14 7HH Aol WY gAE oniRtth(HA s, E,
2009; &A1sE 2019). A=At s Al ol Al AEske HWA =
Mo ofulst, FAHD AH|QAfolrr EEEA TiFe] Fufjojate] st
= MEe® & & ek A=, 2021).

A7 (2009)9] ml-g MH|A FARRES] AR T A A5l A=At
© el Bt ATl Al AFAe] AAASe] =

O
AFE Sl =i IR B2 Aol S8AY T

l

it o\l
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gt
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(& 3-112 A7 Foixte] dFEAH 545 Hetdal ook WA A9
20t 1087 (275%), 30t 17078 (43.4%), 40t ©4 114%(29.1%)& 30
ool 7MY w2 Whs HlEs YRSl telR AT ezt HE
g2 AE 69%9(17.6%), &) 2239(56.9%), HetdE(Aeh) 1007
25.5%)% qE(sh Hee] vlgo] 7P =itk v e R Leiud o
294%5 1-33] 115%(29.3%), 3-53] 1459%(37.0%), 53] ol 1329

37%)= 3-5%] ol 7V w2 HlEs HEh Il

f\oto/\_\shg.jr{o

(2 3-1] 4+ Fofare] dirg 54 (N=392)

A
54 7 n %
209) 108 215
A% 301) 170 434
401 o1 114 29.1
1% 69 176
EEEE HE (s 23 59
sl 100 %55
1-33] 115 29.3
o]-g315 3-58] 145 370
53] o 132 337
a7 392 100
34 ZRET

ST JAMNIAEL, TEE, A=
Ae7te] JdAMrAEds A5 A

ZAETE AL, 9A8(020)0] HlFAAE oz AT

rol

QA A



~EY ARE 9R 44 Bt Agad of ZPETE A, AR
4, 842 37 S99 1789 57 Likerd=(1 A3 oprh ~ 57
19 2=thE T gt

AHATEEE  490018), §08Q02)4 Holay wEE o
oA ARG AHABEE ZAEPE AgStAn o ZA=TE A&,
B4, AA4ddel ) 9ed 1089 58 Likend=(H A8 otk
~ 59 e aghe T Yt

AR Ay, AEHQ02D)0 HelFANE taeR ANR A
2ot ZAETE AgRG o ZAETE ARFY ARB|F, F71F
o AEelgFe] 27] 9129l 98T 58 Liken¥E=(1H Hdl ohict ~ 5
4 e agchz TR ek

nxeto s AgHlg SAETE  LAA0070] AuaTze] Hehg
AT AT ZHETE AT of ZARTE TH B UL
57 Likertd (19 28] ofeh ~ 54 9l Iehz T4wo] gick

o

[# 3-2] SAETY] AFH HE

wel 29l B EPgn A= ==
] 12 a7 ==
O|FLE Al
L;L;_ fé] o 253 3 1-3 x; o A7}
B Svg Sl
217 o B I
T Z(_?E} o B . i
AH|2E A A 1317 Likert (2020)
7% 14 s
54 £%13](2020)
QLIS 2 10 57 ) °
v - Likert SHH018
A 810 R
" le;g:ﬁl@i Z]%qﬁo}: 175 5;](% 7‘:][_1?]{-%
[P ’
B Sl A Bo)gk ! 6-9 Likert — %1-8](2021)
A% & gl 2ol 7 O aaeam
[¢) a2 - leert 70
ﬁLyﬂ 46
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35 AREA

B A7old 439 GTRAES AZF] Slstel £UE AR WA o
T Aol QTEASAENL Fersts] §15te] SPSS version 26.0& ©l§

sto] WL EA(Frequency analysis)2 Ao T

2R Hbga A2 B4 Slelel 14 HRA(CFA: Con
firmatory Factor Analysis)¥} 412X (Cronbach’s @) A& AAlSIAY.
o AT AR JAFANS S EA O] whE JAMH|AFHE, AH AR,
&AL, dghego] Yotk 7t Pt ZolE S| S5t dLRAREA (on
e-way ANOVA)E AAlstelom, Ad It HLAA o 2poli= Scheffe’'s A
S 24 (Scheffe’s Post—hoc)= 4 =l
1241 (Correlation analysis)& AAISIAH. d&s $A44 242 SPSS FA T
7]12] version 26.0& Ahgsto] B Qi

o S48 dHMHIAFH] AEoAF Bl HghE]go] A A A

HATE L O] WAIRYE-S HAE57] Yste] AMOS Version 26.02 ARg5HY

o
-
2
o
rE
P
4
o
fol
r -]
4,
ox,
rlo
o
)
)
)

TEHAAEAHS(SMA: Structural Modeling Analysis)< AAIStAH E
¢ HEAUE AE7Y] IR Al AEoAtet Mg gke] A9
A AEATEEE O] R B4 fste] FEAE| W (bootstrapping)
71H& ol&sto] milavE EAsHAH. o] Be FAF 249 foeEe
pLOseEew AAste] EA4s13
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2o}e] QaAEAEe] AH|ATEE,
£ EQo] Ao}

[E=
dgh]-go] AN ABAREEES] miAGNE EA 5= Aol

4.1 A=9] A Normality) A3

2 Aol AR FARS] A+ (Normality)& H55H7] fiste] 3
a(Mean), EZH2H(SD), HAE(Kurtosis), 9= (Skewness)
4§ AEe Ame] WHA Ans 42 WS G| A Yoz
ARG 59 2 dAFolMe SAETY] H3AS
QRJAEAM(CFA: Confirmatory Factor Analysis)& 245 AA|SI¥t. CFAES
et B 4 Yo r 7MY EsH AR EE A2 9= (maximum |
ikelihood) 0= tF-Z FA Z=Ido] 27| AAEo] Ut} webA ¢
ERE ARgote] SAEFY HEAHdS ASoH] HsiAe A=) oHsr 4
T3 (multivariate normality) 7F4-& THSsfjoF shth(o]2d, 2021). & Ao
M AddTe] HAE Farsto] AR A+ d5S AASHH. [#

>

4-1]2 FAHsE2 A4 4

—

i
R
i
_O|L
38,
L
ox
=

B ATt BE 54 WAEY 9= Al 4997 7Ee 94 o

o oz wysel 14 /Hge WIS Aoz ved,
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[ 4-1] A2 74 AEN=392)

Lt M + SD = A=
N 412 + 88 -1.642 3.430
o1 o
A 2 A A A 4.09 + .90 -1.597 3.1578
A 405 + .92 -1.345 2.1365
7 & 402 + 94 -1.365 2.194
A H] 2 _
e 517 401 + 97 -1.286 1.813
Ay 399 + .99 -1.280 1.765
2 F
A5 o] 5 406 + 98 -1.501 2.355
A & o] A}
F7H] &
A2 o) 5 3.80 + .93 -.963 1.078
7 &) 3 & 361 + 87 -.350 111
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42 ZRE79 BT 9 A B4

2 AFoME ST HEE BIHE flste] &eld aJEA(CF
A: Confirmatory Factor Analysis)& AHA|stAT SHEAC] FRJIETT

=
¥ AT B VS PEsh wEsh sk ASHTHER, 2016).

CFA®] 7147 Z3RPe] S8 2ol APaAE A $stel <
wEoR 2o APEmode ivE BISHAL. oWe RAATE Ag
Atek RAAFE A4t BRI i ol ik Teit 2T A
4o o Y APE A5 F Y AT ARE A5 At
o] Wigtastehe AbdelE Fostn gtk

nd Az AdiAgA|4=(absolute fit index) % X*(Chi-square), Q

il

ok

=Y

24=(X?/df), RMSEA(Root Mean Squared Error of Approximation)S &}

stHor, SEXA] 4= (Incremental Fit Index) Foll4+ CFI(Comparative F
it Index), TLI(Turker—Lewis Index), IFI(Incremental Fit Index), NFI(Norm
al Fit Index)S A42 Edlo] 2d AL = AZs}9c)

Hel Aotk 7)E2 shapel APAFEolA vha Aol JATH HoiAe
24 % r%Chi-square)> dutzog 3 olshd gty HyET Qth 1
21} »“(Chi-square)s B o] WA whgetth= Agbdo] Qo] e
T A 252 f@dsts Aol o7 a7 H . B3t RMR A4+
o5}, RMSEA Z|4== 05~.08 o|H Fosiriyl H
A4 & CFL TLIL NFL IFI 2$E 2% 90
o 4 IHH(EAIS], 20005 +FE

k)
kl
re
oy



(£ 4-2]2 &ng 27 JIAAMHIAEE SAETO CFASH 4l=
T B4 Aufo|t, BA Adl XP=217.794, dF-51, p{.001, Q(X?/dH=4.270,
GFI=.912, NFI=.954, CFI= .964, IFI=.964, RMR=.0282 &3 ndo] =g
27t AR R AYLrt Aol Baugh 2t SHAsE UEildl
th. olggt A= dutd o2 QA|LE 2-54F0|(Hu & Bentler, 1999), RM
R A4 .05 v]9t GFI, CFI, NFI, IFI, TLI *]4% 900] R3S B LES
RS 4 9t AFLE 42 Busty Qi@ ASE, 2005). Wb 2
o] RAAYLE A= S0 AE7HY] JARYE AHAFEES S0k
SAASE 780~.9352 LrEF
won, HdaAFS(AVE) g2 A=A 771, A=A 725, A8 669=
JAZE(CR)E A=A 944, AEA 924, AAA 858&
e Adddqt5o] Hagk AVE 50014 C.R .70 o] 4§ 7] (Forme
I & Larcker, 1981)& S0ttt wehA] QIAAMH|AZA SHL O] 4=
B SHE o=z UegT

3 QAAHAZA AL (Cronbach’s @) S A4 939, ARA 9
23, ARA 8630 & eyt

v
u)
v
o
e
r
=

S~
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o~

o~

o~

P~

(% 4-2] AAANAEA ZAET EGE(CFA) 2 AgE 4=
EEsd __ . Y w@ERa
2d  BY  aAA% ng* AFE  2EAE AR
B (CR)  (AVE)
3} 837 2601
=32 935 114
A1 A 33 906 .169 944 771 939
T3} 838 329
T35 .849 .200
38 334 197
39 .369 247
AFA 924 725 923
3110 857 283
7312 358 .209
33 .362 225
A T34 780 A70 858 009 .863
F3}16 862 340
Q(/YQ 2177194, dfB1, p<001)=4.270 GFI=912, CFI=.964, NFI=.94, IFI=.964
RMR=.028
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[F 4-3] AMu|ATEEL O] AL O] CFAQF AlFL: B4 Aujo|}, B
A At XP=119.411, dFF24, p<.001, Q(X?/dH=4.975, GFI=.941, NFI=.96
8, CFI=.974, TFI=.974 RMR=.0242 =g H3rrt tixdoz Fs
St

Z¥zvol Bt g ZolE I AASE 837~.9252 UEton, miBAE=
(AVE) 32 7]& 760, &7 .832, Axd™ 7142 vebgct E=5F /idAF
T (CR)= 7]& .904, 24 937, Axd™ 88282 UEely $HEG 7} 2R
| Aoz v,

StH AH|ARFEL O] AR L (Cronbach’s @) @< 7]& .906, €7 .938,
AW 90002 Uehdth CFAS Folo] AMATEEL 124e] Exa}
H 3AAS(L) S0mgro =z 2 FEato] AAEALE [1™ 4-2]2 AH|A
=L SAHLTO 2F Y-S YERHLL QT

[ 4-3] AHAREE 2T BECEA) ¥ A 4%
¥&3d — o= g B EAL

g BR  IRA% E(“S;*} ARE 2% A%

V%) (CR) (AVE)
7aH 839 264
714 733 863 314 oM 760 906
5} 925 151
785 893 19
37 736 915 184 937 8 938
g7 939 129
75 920 168
L
et 789 837 362 8% 714 900
730 844 348
QX=119411, dE2A, p<.001)=4975 GFI=941, CFI=.974, NFI=.968, IFI=974,
RMR=.024
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(B 4-4]2 AEOA} ZHE L] CFAS Ak BA Adjolct, BA 7
W XP=53.359, d-11, p<.001, Q(X?/dP=4.851, GFI=.964, NFI=.975, CFI
=980, IFI=.980 RMR=.0318 =4 ndo] A tjdz oz F5 5tk

ztzve] B3t un&3le IPASE 570~.908% UEhgton, diisEE
(AVE) Zte AAFAXEEF 758, F712NAEF 6982 vretyet. 7
GAFE(CRE AHFHAEF 904, F7HHEAEF 87002 FHE}
FE7t SRE Zog Ueyth

etH 2]EOALS] AlZ]%(Cronbach’s @) g2 AAFTAA=ZF 904, =
FEAAEF 8272 et CFAS Sdlo] A&EoitE 3#, 58 2ol
nEstd SAAS(H) Songre s 2 Bafo] AHA|Eih [198 4-3
At FAEAY T B AAStL qirh

2
u”

[ 4-4] AR} ZHET BYECFA) B AFE AF

EERHE .00 au BEEN
2 B%  F9A% Egﬁf* d ?(%?E 2372 A”E
V%) (AVE)
A2 | 838 264
Lol
- 73} 870 314 904 758 904
A&
o) 3} 23y 857 151
) 36 570 331
F7} _
g a7 908 289
25 ] 870 698 827
= 3R 878 213
)3}
#3l9 850 331
Q(X*=53.359, dE11, p<.001)=4.851 GFI=.964, CFI=.980, NFI=.975, IFI=.980
RMR-=.031
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RIZ2AM g 5

X =92

X E2|AH4

X E2| A6

X| 29| At7

= F7HH| 2 X =2l &,
X| =2l Al8

P97 143

X E2|Ato

(1% 4-3] A BA} AL HE 11y
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[ 4-5]e Aehele L] CFASH A% B4 Asjojo 24 2
T X=12.901, dE4, p001, (X%/df=3.225, GFI=.989, NFI=.971, CFI=,
983, IFI=.994 RMR=.0252 Z3mele] el qgdoa oFsstglt.

Ztzte] £ BEsE IAASTE 644~9012 YEpton, BaRarsE

oo

(AVE) @42 532, A2 =(CR)= .870, AZ=(Cronbach’s 2) #2 .8
72 Uebdth CFAS §dte] dghvg2 12d°] 2Esk 9AA=(s) 5
omete s 5H #3F 12@°] AAET. [19 4-4]2 g8 SH=F

o A% =Yg AT Sk,

(& 4-5] A= ST BF=(CFA) 2 A8E AT

E2as S | I
29 =% IAA= (LSE) A= FEAF A=
B (CR) (AVE)

76 517
g2 901 233
Az w3 74l 503

e 870 53 87
& w4 M 607
Y6 817 A08
YT 62 734

QUX=12901, dE4, p<05)=3.225, GFI=.989, CFI=983, NFI=971, IFI=.994, RMR=.025

_37_



199949

[19 4-4] AgHg SAHETY] (T 2
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ANAMHAFE, MU|ATIE, ZZoAL, HAeH]§-9

(£ 4-6]2 dAFol oE JAHAMHAFTHE, AHUATSE, JEJAF E A8t
o zpo] £ dYEAEA (one-way ANOVA) Zito]
o WA AARAMuAZEO] ek 2 2ol A At 41249 (F=5.144, p<oD),
HRA(F=5.712, pd01), ABA(F=7.864, p{00DE Ht 7+ 5AZ {3t
Yot 2polE Bk do 7F Bt 2ol FAA Fofgt 2tolell wat Scheff

s AHE BAe ANstar. 1 A3 A4, AE4, 244 a9 5T 207
1

1=}
oz MulaRtRo] it A b Hab 2ol 24 AR Ee 7le
=3.663, p<.05), 7 (F=4.303, p<.05), AAHdE(/=5.519, pLOD=E FAA
olet e b Wt ApolE YERHiSIT Scheffe’s AMe 24 29E AHE

A 7le a9l 200 A Hoh 404 ol Hdo] w2 BAAE How,
&7, dapd 89l BE 20d, 30t HY Hoh 40t HYo] w2 HdA
= e

oz Aol gieh g I gt zpo] 24 Adelde Aded
A ZOAE aRloA F=3.854, p.05& FAA ot ZFolE UEtliglth. Sch
effe’s A 24 Ay 30t AE Hoh 404 o] &2 FLAE HErA

gy dgh]go] Hd Ht ol BARH AW 52394, p.05E Hd
o]
BA
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(£ 4-6] Qo] W JAWAHABA, AuAnzE, ABoln) Agh]
& AT 7 B Apo] BA
S Ell AE N M + SD F
20 (a) 108 403 + 93
A=A 30t (b) 170 403 + 90 5.144**
400 ©]’d(c) 114 434 + 74
Scheffe’s post-hos a,b<c
214 20t (a) 108 4.02 + 95
1] A 30t (b) 170 3.98 £ 97 5.712**
- 40t ] d(c) 114 433 £ .69
e Scheffe’s post-hos a,b<c
20 (a) 108 3.95 £ 94
44 30t (b) 170 3.92 £ .99 7.864***
40t o] ¥ (c) 114 433 £ .70
Scheffe’s post-hos a,b<c
20 (a) 108 3.92 + 101
71 30t (b) 170 3.95 £ .99 3.663"
400 ©]’dc) 114 422 + 76
Scheffe’s post-hos a<c
A 20t (a) 108 3.89 £ .96
- 37 30t (b) 170 3.95 £ 1.07 4.303*
EE 400 o) (c) 114 423 + .78
Scheffe’s post-hos a,b<c
20 (a) 108 3.82 + 1.09
A2} v 30t (b) 170 3.94 + 1.03 5.519™
40t °] ¥ (c) 114 424 + 77
Scheffe’s post-hos a,b<c
2] A 2 ol 20t (a) 108 4.06 £ 1.00
30t (b) 170 393 + 1.05 3.854*
L TEEAE aod) o) 114 426 + 79
A= Scheffe’s post-hos b<c
oA} Frhu] g 209 (a) 108 377 + 93
30t (b) 170 377 £ 94 .636
A=A 400 o] 4He) 114 389 = 89
Scheffe’s post—hos -
20 (a) 108 244 + 88
e 30t (b) 170 245 £ 90 2.394
40t °]&(c) 114 2.24 + .80

Scheffe’s post-hos
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432 HAZXsEHo| w2 QAFHMHAZA AMuH|AWEL X EOA}, AHEH]|
49| A 7+ HFFto] A

(3 4-7]2 HFSH w2 JAAHAEE, ARANSE, A=At 3
Aghulgo] A 7+ Bt Aol E49] dARAHEA (one-way ANOVA) 4
Fholct,

A% sfelo] G2 AAAHAEAY WG T Ao BA AW ARH(E3T

)
IS
e
/\
o
5_’1
Ry
oZi
Q
w
w
oY)
RS
S
/\
o
NS
il
)
mt)
e
offt
)
2
Jo
1o
o
ol
el
)
o
i

=}

2ok,
Scheffe’'s AFE A AipolAe A4, 184 8 BF IEHE B

o deAE@Eh Aol B WEAES teRpoT

AEAmtEEe] gt Ae 7 B o] BA AL s, 97, A%
A wE aQold g 7 folg B Aol gl
AzolAfe] st Ak 7+ W Aol BA ATl FrbFe Bl

QloflA /=3.603, p<05= FAA folgt ZolE UEUGIE  Scheffe’s
e 24 2y 1EHE Hoh fistdE(feh) o] AddHeR =2
F7Had A=A A E HESL

npRE o = HehH|go] e Wt ZolE FASH At =3.407, p.05=
A 7+ Fo9t gt zpolE YeRYYl e, Scheffe's AFE B4 Ax 1F
e Hop disteE(Aeh) o] @2 HAeH|§ Fa2 UE I

S
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=4, ARaT=EE, =oAL A

21 A& N M + SD F
a1Z(a) 69 398 + 98
A 27 = (A1) (b) 223 409 £ 85 2.668
sk = (28 (c) 100 428 £ 86
Scheffe’s post—hoc -
Q1A ilZ(a) 69 3.87 £ 1.06
] A=A (A shH(b) 223 409 £ 88 3.754*
s = (A gh)(e) 100 425 + 81
=4 Scheffe’s post-hoc a<c
1 Z(a) 69 3.92 + 1.11
44 (A shH(b) 223 4.00 £ .90 3.337*
) 3 = (2] 8H)(c) 100 425 = 77
Scheffe’s post—-hoc a<c
a1Z(a) 69 3.95 + 1.08
7% =) (b) 223 3.96 £ .90 2.733
A=) 100 421 + 93

Scheffe’s post-hoc -

] ) ﬂ%(_a) 69 3.80 = 1.20
= 37 i = (A1 8 (b) 223 4.02 + 94 2.688
==Y HetdE(A () 100 4.15 + .84
Scheffe’s post—-hoc -
ilZ(a) 69 3.84 + 1.18
A2} (A 3hH)(b) 223 398 £+ 94 1.817
8 =28 (e) 100 413 £ 95
Scheffe’s post-hoc -
) A ol A& (a) 69 397 + 1.25
= (A ) (b) 223 4.00 £ .90 2.933
L A= gseE(ishe) 100 426 = 91
A= Scheffe’s post-hoc -
oA FUHH|& alE(a) 69 357 + 1.06
& (A shH(b) 223 381 £ 90 3.603*
Azt gaazshe) 100 396 + 86
Scheffe’s post—-hoc a<c
ilZ(a) 69 256 + 94
38 (A shH(b) 223 241 £ 85 3.407*
et A=(8He) 100 2.22 £ 83
Scheffe’s post—-hoc a<c
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433 OI%ﬁ o] WE QAFMUAZA AMUAWEL ZBOA}, AgH]
o 7 g

o] g8lgof e QJFAHAFAS H 7+ Zfo] A At A=A (F=6.77
2, p0D), HEA(F=3.355, pL03), A4(#=6.235, p.0DZ A I 54
2 oIt it ZolE Kt} Scheffe's AFS A4 Aifo = AFA, AR
4, A 89l BE 1-33] o]&3l5 Yot Bt 3-53] o] §3l4 He g
a1 53] ol o] g3lg o] w2 PAAE HEH T

ABIATES o gt e 7 P zto] BA AuteA 7]e(F=7.105, p
0D, A (F=7.024, p<01), AAAG(F=7.258, pODZ AT 7+ BAA &+
O|gt ot ApolE Hrh. Scheffe’'s Ab¢ B4 A= 74, &7, dar4d

B 8 BE FYsHA 1-33] o884 [t Bt 3-53] o834 Hd 1

AEJAbel gt Yt b Bt zpo] BA A= FrEH AEAL
QQloflA £=3.716, p{05&2 FTAZA Fot zto]E WAt Scheffe’s A
T B4 Ay 1-338] o] §3l5 [k Bt 53] o] o] 8314 o] =2 3
A& e ik

ozt o 2 AgH)go] ek P ztolg HATH A ~1.868, p.05E
Ak 7F o7 Bt ol gl Ao R Yyt
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B 4-8] o] Zlo wE JAAMH|IAZEE, AHIATRELR, ZEOAL A
eHlg Je 7t HoF 2ol EA4
Q el A5 N M + SD F
1-3¢](a) 115 3.88 £ 1.10
A 27 3-5%](b) 145 426 =+ 47 6.772%*
53] °]/(c) 132 419 £ 96
Scheffe’s post-hos a<b,c
214 1-3%](a) 115 391 + 1.08
4] 2 A=A 3-5%](b) 145 417 £ 56 3.355"
o 53] o]/ (c) 132 416 £ 1.01
A Scheffe’s post-hos a<b,c
1-3%](a) 115 3.80 £ 1.08
144 3-5%](b) 145 417 £ 61 6.235™
53] o] (c) 132 413 + 1.00
Scheffe’s post-hos a<b,c
1-3¢](a) 115 375 £ 1.09
71 3-5%](b) 145 411 £ 51 7.105"*
53] o]’ (c) 132 416 + 1.12
a<b,c
AqH ] 1-33](a) 115 3.73 £ 1.12
— 37 3-5%](b) 145 411 £ 64 7.024**
mE T 53] o) 132 415 £ 1.09
a<b,c
1-3¢](a) 115 371 + 1.15
A=} v 3-5%](b) 145 406 = 68 7.258™
53] o] (c) 132 417 + 1.07
a<b,c
qqza 133 115 390 = 1.03
3-5%](b) 145 408 = 87 2.716
A=A 53] o] ake) 132 4.8 * 1.03
) & _
oA} Frhulg 1-33](a) 115 363 + 1.01
3-5%](b) 145 3.80 £ .75 3.716*
A=At 58 o) 4He) 132 395 + 111
Scheffe’s post-hos a<c
1-3%](a) 115 249 £ 90
721 & 3-5%](b) 145 240 £ 75 1.868
53] o] (c) 132 228 + .94

Scheffe’s post—hos
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[E 4-9]2 2 A79] ¥ig 7F ApyA 24 ZAstolct. s AmEy
JNAAHAZA 51918Q) F A= Av|ATE] 7]&(=.767, p<0D), &
B71&(=747, p<0D), AW (=.797, p{0DI BA(+) ATFAS B
ot AT 2 EoJAtete] AEA BEAoME HAAFH AEF(=.724,
p<OD), F7H1E AEF(=.661, pl 0T HH(+) ATTAE Yehfgle
™, M8H8(=-.503, pO0DT= FAH () ABHAE eIt

o2 AHMHAEA o1918%l F ARAT AuATEE A &
Ao Me 71&(=.733, p<01), FFG=.730, p<01), AAEH(=.745, p<.0
DI SAZH foodt FH(H+) ATTAES Uerlidet. WEAT AEoJAre}
o] oA ZAoME Adad A= =795, p{01), F7HH]§ A=2
F(=.650, pODI AH(+) AL vetdiglon, Me8(=-.518, p
0D A (-) 4TTAE vepdigich
o2 AHMHAEA 1918l F AT AujAtEr A &
A AitellM= 71e0=.759, p<oD), F(=.751, p<.01), EAEE (=763,
pODI SAH F2(+) AREAE detddth. AR A EojAtete] A
TEA BAoME AAGFA A EAF(=.764, p{.01), F7H]E& AEIF(=.
644, pl0DI AH(+) ALTAES derllen, AgH8(=-.556, p<.01)
I B (=) ATEAE e gich

S AU AREETL 2B oJAteto] A B Ants AmEy Aujat
Z0| 71& a9y HAAFA AEOF(=.718, pl01), F7H]E AEOIF(=.
674, p{O0DI A FTTAE Herliglen, AgH&(=-.621, p<.01)
e BA4(-) AEEAE eI

7 8917 AEAF(=.697, p{01), F7HH& AEF(=.641, p{.01)
W A+ AHIAE UeEhleH, AEHE(=-.554, p 0D A (-)
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Az Aiat A= F(=.740, p{01), F7HHE ABF(=.677, p<.01)
2 AA+) 4TTAE Jedled, Aeu8(=-.597, p{0D)TH= FAH(-)
FTEAE YEr Sl

npzjato 2 zjEojatet Mg gate] AuEA B4 At A HAFd
2oyt Mg gato] WAL =-564, p{01, F7FFH B F}E =
-.575, p{O01= FYstA A (-) ZTEAE HeElglt

olefst ATHE FESH Hrunlg ABste] AAMHAELe] FOoH &

L

R E Sl
S oolth oz avge] Ao getE AgH gL dold 4 9eg
QA
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QA 2E AH AR A o
gj‘ - = T
i e L NP B PRR- U R S B v R -
EP |
o1
MElZ AR gR™ 1
x7
A9y 83 &t 1
A% g Tse 79t 1
A“I]:]]v}_\‘ = o kok Kk koo
e 37 a7 730 Pl 330 1
XE—]i]‘ ik Kk kk kk kk
A T S S S
*xvjlzé Kk sk EX kk sk Sksk
- N 195 764 718" 697 NZ 1
Ay 2
9]*]’ =
VT o ST S T i
=
ABEE 500 -5I8° 5560 -6 -S4t 0T -5eAt -5 1
"pC01 * ARFIARAG **FAE AR
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4.5 VA4S

AF7HdE HESH] flste] A" AFEYol ot R BP9
AP A [# 4-10]ch B4 A XP=228.347, dF65, Q(X*/dH=3.513
2 YUePgt o, GFI=.924, NFI=.956, CFI=.968, IFI=.956, RMR=.049, RM

80o= et APATola AAT AFEe] 7| FOHA F=
AZ1A e AR YEFLTHEAS], 20005 Bagozzi & Dholakia, 20025 Br
owne & Cudeck, 1993; Camines & Mclver, 1981).

(% 4-10] 972 A= AF

e @ Gl NFI CFI IFI RMR RMSEA
Prox¥d) (=90 =90 (=0 (=90 (<06 (06-0)

228347 65 000 3513 924 906 63 906 049 030

A% A% A% A% A% A%
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452 47714 AS

SERIAATR (L) -2 911(=24.533 p{00DE FAA FoAT FAHIEFS
Al Ao yehy 7Hd 1S A==,
7Hd 2.2 SEANE ATt EARIAEES AFoate] AAG+) I
= U Aotk o]t AT A AHAMH|AFE ] AEoitel EESIR|AA
F(8) 2 432(=4.477, pL00DE FTAZA fFoJgt FH(HFFS vA=
o5 ueht 7He 2.2 A E I

7Hd 3.2 “SEHnE devhe dEARlagEde A

= " Aotk oldtt. A% Ay AHAR|AFH] Mgl EEIIR]AA
F(4) #2 195(=1.587, p.05)2 A FolskA] efob 7Hd 3.2 714
At

7P 42 AEIARERES AEoAte] FA(+) FFE wE Aol olgr.
A% A AHAREETE Bt nXE BESSIAAS(L) WS 466(=
4868 pCOODE FAH FoF AANIF nXEe Aoz vt 744

4. el = glek,

7P 5 & AHIARES TS} AgkEl o] R (-)
A% AW AEAuEn B mHE &
-831(=-6.454 p00DNE FAH Folg FH)IFE nAE o= et
U 7Hd 5.2 AEEA (39 4-512 B A7 HF A7Rge Yehiy
et
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(3 4-11] 97Hd 24 A3t

7Hd BE B SE  CR(). e
q
ML wEE < G B e o0 24537 A
£ 9
Mo AR < quakg 432 105 44777 A9
5 9
s G < bk, 15 a5 A7
A=}
Ma JE < wmEE 466 006 4868 AH
s G < wEE -1 U 644 AW
5% (001

(19 4-5] H% ARy
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4.5.3 Wiz 45

oA A 6. 7M.
gl go] PACl AuiwEmel wpjEme FHsks Aeldtt
F2EPe] slzste] AHMuAELe] B AT TANA
AuzgrEze] oAERE AFS] 9 PEAEAB(boot strapping)

S Abgste] B dwHos Bzugel Ayam] o §

o
#

[ 4-1212 QAHAuAEo] xZolxte} Qg go] PAGNN TEEo]

JNAA | AF o] A Fo|Aete] FAA A AREZE O] w7 g3t HE 2
I AR GolotA miAETE Y Aoz ysthth ™A U AEE] ]
BoJateto] AT f=432(1=24.533), p( 0012 UrERtow uj7j#4=ql
TS 2 E oA AR 4=.466(1=4.868), p 0012 A4 Fo
SHeich.

JNAA M| AFHo] 2Eo|Atete] TA A FHEEe] mizf gk 425, pd0]
2 foloto] FEuZN I 9l AOR YT

o8 QIFAH|AZHo] |80 TAA AulARESILE o] o7 g
HE A FAA fostA miAgIrt Qe AoR yeyth JIAAHAE
Mol Mgt g0 AHaNE £=.195(=1.587), p.052 A Fo3t I

w7l RESEeh dghu]ge] WA AHave F=-.831(-6.454),

AHAuAE o] Hekulge] PAA BEE ] wfaTtE ~757, pC05
2 golsto] ghanA wT} i Ao® U olast ATk A
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~AE-o] ATHEE HAAZle AWE HolAe AUAR AH|IARZRET}
E of e eS 9E 5 dvhs A ou|gith
# 4-12] MuARtEE wisfayt Axt
_ 2] ] 7} A =)} &)
J | =3 JH = H o
0! 3= S L
_]
WS S w=e o1 i
+
7t 6. AAAME - Mg 8T 432 4%+ A
2
+
744 7. AARAMH~ - AsEE 562 195 757+ A HY
2
fla=is —  AEYAF 466 466
wET —> A ge] & -.831 -.831
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V.= 9

2 odye BRe &Equg AEY JAMHAZAT AHAREE
AEo @ Agulge] PAS FHstn ot AdAmAEg A2
ob W ghlge] PANA AuAwEzoel wARTE A%

Hstzs] ot

r o)
il
i)

b
Q
4
lo,
Bjiv
)
filo
el
ox,
ol
N
do
ol
2
)
o
o,
N
b
2
)
<2
>
b
Ar
%
=)
oo

e
(description statistic), JAHQJNEA(CAF: Confirmatory analysis),
ZRHAA RH B A (SEM:  structural equation model analysis), FEAEd]
B(boot strapping)= &% "iZlET A= AASHH. ™ol AFHEAt
£ ot xEH ANE FHoER APAFet HIE Sot] Ak A
=olsf Bz} jiet,

T Ao AYAAFS2 FE Ao MHagdo] tifEe] lAAfuA

olziel wHOA FE Al AT dFNM SEHuls At 1

oW HEQAnnt AMuAELe] W Fast oIy BFS AT
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So] ARste] AE Qi =olmut ohjet el SjMelE Fo7h aw
At me Aol AuAEA W ohjat AElAAEAe] AH A
q

=
A A gae] BAY A7 F o ZEHOoR o]RolHof
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ek

HlAgrER Ol 2 Belat U Agtulge] B
Ao}, ole} pistel AAT, A o]AF(015)e Y AHAo]
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5 RS PSS
Aot B AgElge] BAS FERL ot MuimEmel wAa

e AFHor BAsH=d 9t
2 a7 BAg @45 fistel A&7 AAANN Sk wee A
3t oA 4EA 3929 e R ARAR HR3E £ olo] U]

4 BAS Sofo] 4TS mESYr £EY 9TARE Bo] mE

=
A, A WaAold BASIGE 1 A% Aol BE wsse ¥
S 7 BF Aot ARAMAELC] A=, ARY, AFY 2delA,

MUAREEL 7%, 87, A44Y QoA ABels Ay A

Sjatell FAA ot A I ¥ AolE UEdH. AR A4S 2
Me BE 89004 409 o el 200, 300 A" Hu &2 ¥
= UErdisit

oo HEoted] mE Wasel Ay 7 W Aolt AHAHAE
of AEA, WA QlelH, AR F7hE ARt gl T3
AgH| G AT 7 BAH GOt BF AolE et AT BA 2
Fold BE Qolold 1 YT B geldE Yol o BFAS U
et

mzge g HEulg o8 deo] wE WS HY I B Aol



€ JAAMHAFE] AR, e, IR, AvanEEd] e, 84
A, A=A g]lelA, F7HEAIEAL ]l SAA
Hd F @t zZolE HEHdH. AR AFRMe diFE S8
§ 1-39] e Ho 3-55], 53] ol Hdo] &2 HAE e
Haes I AAEEA 24 2 AHAME A
oAb Zholls BT gRlolA FAA ol A+ AHEAE HEHA e,
ANAMBAFE, AB|ARRE, 2ZofAtel Aglg 7 AdaA Z400M=
BE SAA ot #A ) AEEAE YE el

A, 7hd A Adelds 7 L &808 AE27He] dAAHIAEE
< ABATEE FAA Fo () FddS Ho 7 A EHAT. 7t
A 2. SRS AdE7te] JAAMBAFELS AZo el SAA frelt 44
(+) &S Hol 7 AQEEAH. 7 30 2 SAn8 Awrhe] 1A AHE]
AL Agvgel FAA FAF dFe UEA ot M2 714H
At M A S=Avls AEVF ARATSETE AZofAe] SAH
wolt A F¥= dEdo] M AEEIH. M 5.2 S=4uE
FE7Fe] Au|artfo]l Agmlgo] FAH foF FAHOIFE Ho
7HE AEEdT. 7M. 6.2 SEAUE Aerhe] JARAE|AEEC] As
ojAtere] AN AB|ATEEE FAH Fold FEUVHE UE o
7P AEERIS. M 7.2 S80S dertel AR aEde] g

Hlgo] A AEl A 7
4 A= gt

H
rr
ol
2
i)
do
1o
ol
e
2
=)
Bl
"
KT
2

_59_



6.2 AA

S

2 A7 AN ot He ulE AFE flste] Adsarz
ct.

A, 2 dFde A7 FARE A=77 sEd Seinds B9
g4 AEAE LR AASHH. mEbA mjE] delde BTS2
ot Sdiste] o 23 dietd 5 e A4

=4, & dFeAE 2

e
o
i
O
fr
>,
f
it}
u)

18 ol
ol
e
e
o)
HA
rr
oM,
kil
Bl

S
Qo

l 5
job)
j)
i
5
i)

N
N
(o]
f
L
o)
M
o)
ol
rE
o
=

AR, BEE B s BgelA sue] AuAEY B Q144
£FAC] AojH GeEe Wik md Aol He Az okdA 914

Mu|aEdE Bl S5t Bt & e Axrt JdEo o & Aol

_60_



He Y, 3]
SPEE sh&A],, 16(2), 139-150.
AAS (2013). “AMOS 18.0 724 18 247 Ag, ghiel
A¥d, 280 (2021). ]84 AH|A FHo] AEoA W AT E o] 1

A= gk, Felxtu]g §+s]#],, 27(1), 182-189.
(

A, dFA (2008). vg 4G Muls F-o] A= vz IF I
e, AAFAPEe] WA Wt AT FEA,, 58(9), 99-11
3.

Sl

AEZ (2020). £4 2 297 A2 w2F WL (SA RS
3] senEA,, 11, 13-18.

A (2010). FE=d eEAo SHRRIE 24 Mujay gl den)g
o] WEEet Bl FAE nAe . THEFESEA], 12(1), 7
3-83.

AA4E (2009). A9 Aujagdo] AL AojAte] mAle =4
o] MiAENE FHeR. A=FFA e A skadial, 29
5-307.

K



A443], FolAr. (2015). REAIARSH QAR P T2 FE ofyze] I3
T deld 14 A4t =g 3R], 21(4), 710-720.

AAE (2021). “AAHR}p efo]lTARMA} QAVFE e Algol o
g =7 2%H s E FujelAtel] mixE= 7 A A
EOALY] 2HRTE FAHCR". A7ty dieh HrAehe] =,

A4, o438, A (2021). v]-&FAALY] Holn]z] e} I A H| AFH o]
IAGET LR oo vxE 9. TeAdA v go&stE] A,
22(3), 305-324.

2= 2%3} (2020). Z2UH9E Qg npAg gul wo|FdutEy =

¥ A o] A, TR =84, 10(12), 156-165.

A4 (2015). “AB2kY] B HA oln|z] Geddt AEOAF B REERET
A7 st ekl BRAFeRSl=E.

AE2F (2014). ‘Al A RARA-IARA- IASYE JAA ATl =
Aay”. Aoty et HALEHe =7,

As (2002). “NATZT ARH]Go] DAZHL nR]= Pl Bt A

7. RFet oty A,

o

i

=
K

E b
g3
fol

-
N
N
.5
O

\l

rdl

of
Lok,
IS
(@]
N
e
éﬁ
2
=)
oo
.
=
[>

(0]
A,
N
ri
X
=
[>
HH
)
o
P>
=
)
o2
ol
=
=

2
L
%,
)
_EL
I
::1
k=l
=
)
')
ki
1o,
=2
)
fols
=)
i
ofN
o>,
o
!
o
od,
fu)
doh
Bl

l:]

ek @Mﬂ% 1
A7, (2009). w-& AE|A FARREY] A5 2|2 F] 1A it
%, Zeu|d 2EQAte] mA= ol Rt A TAH|AHAE
Ay, 2(2), 5-25.
2ok (2018). “IA HESA mpAdo] MHIAZH wX= 9
A 2AEY wfRIE FHOR. g}

ol O
=

ol
9
=
o
=l
=

AAsy, 4 (2009). 532 Ao digt +8Are] ey SHA
20063} 2008 2] WTP(Willingness to pay) Methodology &
AARE FHeR. Tb=adARYAeldsts],, 12. 79-127.

AAR, ZdR (2011). 7FI@ AH|A AFEel ditt deH]g, 1S}

_62_



BAE ofrhe] WAL 9% TwAREAIAT, 133), 1-17.

A (020). “sleltioli e QA HAE o] BAASGE E HHE
& BAHONE] e FHOR. ARSIL oot AAregl

A@A (2021). HE| Au2HRo 0 A)ge] 4R A7 et
Q] vir}ehe]=H

f

HH7] (2020). “TRANAC] MH|A FHT 2|7 5
PEolxo] FxA BA B A4 PASEY 2dan 43
dFictu ojehd A==,

HAG (2013). "ESEAnE ol WE A2kt AEtEErt ofolHolA
o ofm x| HItof| w|= FF

=733l (2005). AR 1A Mu|AFHe] A7 dsolke] mA=
A7, A7 et

SHe AR R
=48], PR (2000, ANH AAANAEDo] WAARET BE o]
A= g RRbmagetdt oh3l7),, 21(2), 125-140.
g2 (2009). “IPTV AfH|Aof ot AH|ARRIA| e} X|Z+E FHo] X&)

Ape} ol el m]x)

o
o

" AFdsta st whAetole g,

2243, (2018). “Ho|HE TgT dojio Meitiel WalAT. Faroln
E AT EORUAL TR

Sjal% (2019). “SPAAF AAAAOlL, QAAHA Edo] Aztel 7hxe}
DA, Aolg olmel] At QY. AIstL hekd Harets)
T

Hhdu] (2020) Ol AE|EAF o] §RFe] AH|ATZEX|o] HiRE Q1AM AH] AR
2 A oIALe] wA”. 7R st oot HAFehe et

HhA 5] (2007). e-Marketplaceol|l Al | ZHE 712| e} M 3HH]go] ALl oo
n2l= Gl Bt A olstoitictul tiehl AAetel=E.

g2 (2010). “FEAE AAGA mE MuaEd2y i B ARl

g2, e (2010). HEF ERol mhE MHlasd, dAAEA 8elo]



11(2), 175-1

VAR m A= FF QA Ng &t e] Ay,
89
N9 (2020). “FEAHLctd wsAR|AFE SH=F g duto]7]
o] H8e SHoR". d=tict tishd AR =E.
WS (2006). “AH|A o] g7 O] HMehE-guf T ATER], DS AT
T 2o #A O] wet A4, A4t tishd Atk =R
57, olad (2018) AMHAZH Mu|asAo|Lel IAMu|AZFH] 11
7“%*35&011 nAs JFEARA. TR AgAe otel=Eil,
27(5), 66-73.
A@ (2008). A H]E A8t ofolro]ZY] A Tek=lA &R
1, 9(2), 65-78
d@aA, BAA (2011). CMR 1ARES, Hdgha]g 8l AT Eo] njA=
FEF-m AL SHeR. ot RRgete] A, 9(3), 1-16
=4 (2006). T dgr]go] TR mAE FFel it A+ ANAst
€ SR’ dAdicte sk AArHleE.
S, (2008), “m-GAHI20] WROAY, R W= Au gl A
wowm o] A, Aty dishel HpAReRe ==,
AL (2017). “Sllojul-g 4t ] G874 AH|A FEye] Aol et A
Aty ojshy dhAbshe] =82
24 (2005). EEX(Eyelashes) g0l &4 AAH Al mA= I
PRt Q1A m] gl &) A],, 6(1), 181-198.
A (2021). “REIFAAY] HAu|AFEe] AAFTHE 5 Al n]A]
L gk st iskw thEry AAlseji=t
282L] sofAl o] et A= et AlEFmEe] EAlA
=2 oJAre] i aal”. A7 dist st At el=s
T olsff”. e, A2
|0 2] dle]7fo] A7) RrSIeet a1
b skl ARSI g,
23 AR o

[e)
SzEPAA R g}
o] o

|43} (2019)
AR=Ne)
“HE| A H A F A )
st
o 7@/\1

2= (2016).
SE2 (2019).
Ao njzE= JF,
189 (2019). BEEAS] 14
— 64 —

o o
5,



TN, AgHE @ DAL u)xE A =265
1, 58(3), 175-192.

GAL, WA E] (2020). B]-8ALS] Q1A A H]AZEH o]
& Rb=mlgete] A, 26(3), 507-516

og
FAG 021). "4 S Aol et Ayt A7 BA st
R
S7AHQ007). “AH|22A0] FHA o] ARz HXE GEF-DAUS
i AT GO AT FHoRT. HhphEh ety uhAtetg]
nC
24

: A% 9 AAGEH AAAHAZAT 1A F
Ao et At TadAgerA,, 28(6), 145-163

&A1 (2019). “E}Olor—'iE 1% A E| &7} =8
2] =

o7t (2003). Tﬂlﬁra} o%*u upAzEEL o8 Aol wet A M
st )5kl AApshelin
gAA (2017, Ao &

Asr 9 TIEr A4

288 LA ol 8AH,
FolAIot HeESPEE sh&Ay, 15(3), 299-
309.

3 i‘oq ?g 45(5), 9-32

2ol w2 mojlo] myta]gE o] & oAt

F (2010). “FLEL9

I grE o] 1]z
-56

r{r‘ _|>_~l‘
1o

_65_



ol9l%, s (2018). WA~ AolN ALY HARAG o8 7}
A7, PATE, AfHe 2 P94 or WA B, TAs|ge
AAty, 25(1), 165-192.

o7, 84 (2017). ofE ARUEAME BAAER] 17 A AZA 7}
ME A7, RS dElm Aol golate] pA. ERA8sks|A)
3, 56(1), 345-357.

olg7, FFH, olWAHQ018). ~AIAABIF] QHMHAEAT 1AZ

3}

5, AE 2 udgEolre] wA.  T=Asete]],, 27(1),5

o]-gn], o3| (2008). "] H|A ZAo] MH|A FATo| njxt o
T A7 BAREY dgulgo] mAERE FHeR. I
FAERISHE] )5, 10(5), 625-635.

ol F7 (2002). “AH|AEAIR". A&t SHAAL

ol 2¥(2012). “1A0] FA[Ho| w2 g AH|A PrERel AR ok
DiSC &R SHOZ". AF sty tfshd AAee =&,

ol2o}, Br73], g (2009). H-8A AH|AFHo] nATEI NAFYT
of mzl= . Tet=ulg sh3lA],, 15(1), 282-292.

PARSHIE/ZHFUL. TR AL T, 27(2), 69-T4.
o, AEE (2010). TAHLY] AAAuL BAEHe] Aus s @
T2 ko nA= 9. TR, 12(4), 266-276.

[6)
F A7, AATetE sty AALEHSEE

_66_



old$ (2011). “Ax=AlE]9] WHuAEN Fee] HETE, TARFA,
o|Zof whE AL WA, At}

A (2006). “‘H84 FHHE EA. 7HE.
Al o)k mx]= Y. Folthst

A4 (2016). SloliF AledE FEas 24 T TARIES)
2(3), 405-415.

48 (2015). “Sloju]gAn|Ae] TEe] TeAT DFGA AdS FA
o5" 77|t et AAFeHe=E.

gen] (2011). “gE& o83 A" 717]e wE S SR A7 A=
ol——l r,Hol-OJ H/\]'ﬁ—]'-ﬂ—t'f

Z3d (2021) “HAEYR FAFYS QA Au|AFHo] iAol oigh Wit
A2 ool wA= FFUA HFol T A 2T o
Y AALE =R

295 (2012). “AAZZIGA ] BAE o] AAF] wrE} FAHE| H|A]=
P AL wpaNE FHCR". 3oty st AAKet
Q=

et °1°ﬂz (2015). AE AH|29] AMgH AT} oG P9
7 AHlA BEERE 2| g Atef mllE g Tetstoymolddt,,
38, 259-286.

A (2018). “EeA AFEo] WE = ov|A] Hlw A, YT o
S AAFSHS =R,

ol (2016). “dl=9] HA wEkshks Amos FRIAARY. A, .

SAI3] (2000). & FAHA BY] A A4 AA7ETL 1 2A. A
23t3],, 19(1), 161-177.

o (2018). REQGH3PE ARt AlattEL o nj2l= J7F TopAlet R
SIE shelA]y, 16(2), 165-177.

T (2016). ‘AR AEHo]Z Y AlEREL7t oln| A& Tte] njA]= o
. e sty gk AArekglEE.

R3] (2022). “WrgERY Ale WS AAfE A ZE 9 A&l 8o o]

Rl

r&"

A=k,

_67_



Bagozzi, R. B., & Dholakia, U. M. (2002). Intentional social action in vir
tual communities. Journal of Interactive Marketing 16(2), 2-21.

Bloemer, J., & De Ruyter, K. (1998). On the relationship between store i
mage, store satisfaction and store loyalty. European jJournal of m
arketing, .A5), 436-453.

Browne, M. W., & Cudeck, R. (1993). Alternative ways of assessing mod
el fit. Sage Focus Editions, 154, 136-136.

Buchanan, L., B. Kelly, H. Yeatman., & Kariippanon, K. (2018), The Eff
ects of Digital Marketing of Unhealthy Commodities on Young
People: A Systematic Review. Nutrients, 10, 1-19.

Carmines, E. G., & Mclver, J. P. (1981). Analyzing models with unobserv
ed variables: Analysis of covariance structures. In Bohrnstedt, G.,
& Borgatta, E.(Eds.). Social Measurement. Current Issues, Beverl
y Hills, Ca;Sage.

Colgate, M., & Lang, B. (2001). Switching Barriers in Consumer Market
s: and Investigation of the Financial Services Industry. Journal of
Consumer Marketing, 184), 332-347.

Fornell, C. B., & Larcker, D. F. (1981). Evaluating structural equation m
odels with unobservable variables and measurement error. Journa
[ of Marketing Research, 181), 39-50.

Homburg, C., Koschate, N., & Hoyer, W. D. (2005). Do satisfied custom
ers really , pay more?. A study of the relationship between cust
omer satisfaction a,nd willingness to pay. Journal of Marketing,
6(2), 84-96.

Howard, J. A., & Sheth, J. N/ (1969). The Theory of Buyer Behavior',

_68_



New York, John Wiley & Sons.145.

Hu, L. T., & Bentler, P. M. (1999). Cutoff criteria for fit indexes in cov
ariance structure analysis: Conventional criteria versus new altern
atives. Structural equation modeling: a multidisciplinary journal,
o(1), 1-55.

Kanski, J. J. (2007). Clinical ophthalmology: A systematic approach(6th e
dition). Butterworth—Heinemann/Elsevier. Oxpord, 94-149.
Keaveney, S. M. (1995). Customer switching behavior in service industrie

s: An exploratory study. Journal of marketing, 592), 71-82.

Kline, R. B. (2011). Principles and practice of structural equation modelin
g New York: The Guilford Press

Lewis, R. C., & H. Booms, H. (1983). The Marketing of Service Quality.
In Emerging Perspective on Service Marketing, eds., Berry, L. Sh
ostack, G., & Vpah, G., AMA, Chicago.

McGrath, C., & Astell, A. (2017). The Benefits and Barriers to Technolo
gy Acquisition: Understanding the Decision-Making Processes of
Older Adults with Age—Related Vision Loss (ARVL). British Jour
nal of Occupational Therapy, 8X2), 123-131.

Netemeyer, R. G., Krishnan, B., Pullig, C., Wang, G., Yagci, M., Dean,
D., Ricks, J., & Wirth, F. (2004). Developing and understanding
price premium for grocery products validating measures of facets
of customer—based brand equity, Journal of Business Research, 5
A2), 209-224.

Oliver, R. L. (1999). Whence Consumer Loyalty. journal of Marketing, 6
3(Special Issues), 1999

Parasuraman, A., Zeithaml, V. A., & Berry, L. L. (1985). A conceptual
model of service quality and its implications for future research.
The Journal of Marketing, 4%4), 41-50.

Parasuraman, A., Zeithaml, V. A., Berry, L. L. (1988). SERVQUAL: A m

_69_



ulti-itemscale for measuring consumer perceptions of service qual
ity. Journal of Retailing, 64. 12-40.

Porter, M. E. (1980). Competition in global industry * A conceptual fram
ework. In M.E. Porter(ed.), Competition in global industries. Bos
ton. MA. Harvard Business School Press. 15-60.

Reichheld, F. F., & Sasser, W. E. (1990). Zero defeofions: Quolily comes
to services. Harvard business review, 68(5), 105-111.

Yeoman, I. & McMahon-Beattie, U. (2006). Luxury markets and premiu
m pricing, Journal of Revenue and Pricing Management, 44), 31
9-328.

_70_



=]
LA

eHgCy ot

HANSUNG UNIVERSITY

SRl AR AFAHAEDe] B} L
Aghu] g3ke] A
AHATE T uj s a

QhgSHILIZA?
WA BRA Folw o] g Ak WEAM dieksl dARg

B 4gAs

Seanlg AEIbY] AAANAEAe] Aol U HEH|§o
Aol WEEO nfETe] B ANStER A4 g =
How A5 AU,

B OARe ko i Az FEsuA AAstey mE B
of Hojsk &A% gue Bersgyc

Aste] gEe Aol Wag AFH Az GEAGA) =24
ojee] e BEE AGHA on, @ feu nBAY A
Q1 Aol o7 ¢lxo] fE2%A Ut

=

2022.4 .

SR i P
Helel &t Aty
A=LS  AEH
A7 fAL
SR

soee2325@naver.com
010-9009-2325

_71_



EUE AN SEuE AU ATV AT AAALEG

Ayt Ao B A 9A she el vV

EAgte] FAA L.

=
o R
- i Lt uf&-
= 2 o | ee | e | T aag
1| 2ZoA AFet 2a AR 1 2 3 4 5
2 | 22 g A gube HEE 4AWG | 1 | 2 | 3 | 4 | 5
3| 27 g Al 2edn L | 2] 3| 4|5
AAf A Mu]L AJH] dsta A
YA awe ol L2340
Ho As 5 oro@1 =]
5| W e A S gestn w1
At
6 | A%t Hx=E HA 1 2 3 4 5
7| AR ARH 1 2 3 4 5
8 | mAo] BHe| 45| ATt 12| 3| 4|5
T7Ao] = 14’—_—|L;§10 Ans % siA
9 ia—l—’l 1_111011 = = Zﬂ HE 1 2 3 4 5
STt
10 | Z2o] @7o] HaHor S} 1 2 | 3 | 4 | 5
11| 22e WA Az 12| 3| 4|5
12 |4 84 Aedez APt 1 2 3 4 5
13| dolAl S osf SR 1 2 3 4 5
14| Ao nAS AN} L 2] 3 )45
15 | 182 ugolA eeutes 2 2yt | 1 2 | 3| 4] 5
16 | Aol AHTH 1 2 | 3| 4 | 5
17 | 74% 2kt 1 2 | 3| 4] 5

_72_




oer, A4S g 7

L=1e)
dEY

5

NE

PIA Sn 8ol g5eo] o
EAoto] FAAL

of v-

As
ar
~

& 2P
QA st

ot
&

o B
= ﬁs Ue} wn wn wn wn wn Ue} Ue} Ue} Ue}
m <t <t <t <t <t <t <t <t <t <t
EL._O m on o o o o o on o on on
% i N N N N N N N N N N
H°
w Mo Ow i — - - - - i - i i
iy =0 1o o
! = s s | T
oy iy oy R ay e X
o = To m ol To m__m B
_ -~ file) 0 &
ald Hﬁrm n_M MM o %ﬂ w Mﬁ T < 3
B o To ol A %0 i K N iy
R I T O A T N I T (R R
o " " < T A - N ©
—_— _ _— — —_— ﬁo
- K T c el e N H < olJ =
N Y G ar = o oy oL o o =
o T m T wr R =T Rr R e
I I U O I N I I
A A op A A A A A A 3 oy
4 “dr T 4 4 4 qr “dr qr N e
AR fee — ™~ o < " O ~ 0 o o

_73_



O 282 AsHAA S=r89 AEYA] et dEdynh. 29 Bzt
Vg YA S el v BAsE] FAA L.
o i
s izt BE e}
K ¢ = | % o]
AL HEZA A3} 7<% 5t ZASE HAY
1 Z]]';]—L 1_\_—11]—1-‘4' 7]E°ﬂq]‘_ ==Y Eo 1 2 3 4 5
o= HlH A} O Zrly o] 2835
) ﬁt—;ﬁ e & of-golf = 717 2ESt ) ) 3 4 5
A
; 394 e oEskEnE Aol AR | |, | o4 |, | s
HES. U] A Hls A4St 71 Ao M7
4 j}ch qH| 2o s 2]H 7HA o)zt A7 | ) 3 4 5
o] &M JHY] Y5 =2 o AES 4
Sjjrﬂha 71 sk 1 AT + ! ) 3 4 5
s
o} o Ty =8 2] 8BS &~ o)
Ado] ok zHE ™ ko oo z]Es}
7 /S*:ﬂ] To i 1_\_7]'%\_ Eﬂ o1 O 1 Z]E 1 2 3 4 5
T U
AL 0 O s} Akolgly =& 2|25 &~
3 ?ﬁu—i et Afoled o 25 4 1 2 3 4 5
s
Slo] Yol &LHe SRty £ ZjBat
% oler




T

his

o

Aoz FtE HRA o

=

-

o

[e]

=

g 4

=08 HE

A
=

SHA A

<]

7

%.u_m m Ue} wn Ue} wn Ue} wn
oy
f < < < < < <
EL._O M on o on o on o
o
=
5 ~N ~N ~N ~N ~N ~N
B % — — — — — —
=) ] ok
) ) o ™ oy il
alo ™ B o
T Ty op o iy
un oR ol
o = iy
o ) i = — X
N R o| N 0 ™
< T up wﬁ <H
o ! = o
I dlo 2 & ™ ol
8 o w__m X0 BN
—_ =1
T T Bl ) Al
N fife) ﬂo m
F- T - - T
= = Bl o wr ol
A - B A -
o o
N < o ) < <
< e MO R (ny i
op o0 — ~N IS8 < Vo) Vo)

_75_




Aste] Aurs E4o] B IRt
Agshe 2ol v AR A7) s

. Aste] Age ojdel s =AU

1
@ 20th @ 304 ® 404 o]At

2. Aste] FHF 527
O 155ty &Y @ Hst(Ash 29 O tiskd(HshH 24

AR g9s FAA BAGI,

_76_



ABSTRACT

Relationship between Human Service Quality, Service
Satisfaction, Willingness to Pay, and Switching
Cost of Eyelash Beauty Experts
:Focused of the Mediating Effect of Service
Satisfaction

You, Ji—Eun

Major in Beauty Aesthetic
Dept. of Beauty Art & Design
Graduate School of Arts

Hansung University

The purpose of this study is to investigate the relationship between
human service quality, service satisfaction, willingness to pay, and switchi
ng cost of eyelash beauty experts, and to empirically analyze the mediatin
g effect of service satisfaction. In order to achieve the purpose of this stu
dy, data were collected from 392 female consumers who experienced eyel
ash make—up in Seoul and Gyeonggi Province, and a series of statistical
analysis was performed. For statistical analysis, descriptive statistics, confir
matory factor analysis(CFA), structural equation model analysis(SEM), an
d mediation effect analysis were performed through boot strapping. The ¢
onclusions drawn through a series of research procedures are as follows.
First, First, the normality of the data was secured through the mean, stan

dard deviation, kurtosis, and skewness of the data collected in this study.
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Second, Second, the average difference of human service quality, service s
atisfaction, willingness to pay, and switching cost according to socio—dem
ographic characteristics was analyzed. As a result, the mean difference bet
ween groups of variables according to age was statistically significant in t
erms of reliability, professionalism, and authenticity factors in human servi
ce quality, and in service satisfaction in technology, environment, and pro
cedure explanation factors, and intention to pay was a statistically signific
ant difference between groups. was shown. In the post—test results, the gr
oup in their 40s age and older showed higher average values than the gr
oups in their 20s age and 30s age in all factors. The average difference b
etween groups of variables according to the final educational background
showed statistically significant mean differences between groups in the fac
tors of professionalism and authenticity in human service quality, the willi
ngness to pay additional costs in the factor of willingness to pay addition
al costs, and the willingness cost. In the post—hoc analysis results, the ave
rage value of the graduate school graduate group was higher than the hig
h school graduate group in all factors. The average difference between gr
oups of variables according to the number of eyelashes used was statistic
ally significant in terms of reliability, professionalism, authenticity, service
satisfaction, environment, procedure explanation, willingness to pay, and i
ntention to pay additional cost in human service quality. was shown. As
a result of the post—hoc analysis, most of the groups 3-5 times and 5 or
more times of eyelash makeup showed higher average values than the 1-
3 times group. Third, as a result of the correlation analysis between varia
bles, a statistically significant positive(+) correlation was shown in all fact
ors between human service quality, service satisfaction, and willingness to
pay, and correlation analysis between human service quality, service satisf
action, willingness to pay and switching cost showed a statistically signific

ant negative(=) correlation. Fourth, in the result of hypothesis testing, hy

_78_



pothesis 1. The human service quality of eyelash beauty experts showed a
service statistically significant positive(+) effect on service satisfaction, so t
he hypothesis was adopted. Hypothesis 2. The hypothesis was adopted as
it showed a statistically significant positive(+) effect on the willingness to
pay on the human service quality of eyelash beauty experts. Hypothesis
3. The human service quality of silver eyelash beauty experts did not sho
w a statistically significant effect on switching cost, so the hypothesis was
rejected. Hypothesis 4 was adopted because the service satisfaction of eyel
ash beauty experts showed a statistically significant positive (+) effect on
the willingness to pay. Hypothesis 5. was adopted as it showed a statistic
ally significant negative(-) effect of service satisfaction of eyelash beauty e
xperts on switching cost. Hypothesis 6. Hypothesis 6 was adopted as it s
howed a statistically significant partial mediating effect of service satisfac
tion in the relationship between the human service quality of eyelash bea
uty specialists and their willingness to pay. Hypothesis 7. Hypothesis 7 w
as adopted as it showed a statistically significant complete mediation effec
t on service satisfaction in the relationship between human service quality
and switching cost of eyelash beauty experts. This study analyzed the infl
uence of variables closely related to business performance such as human
service quality, willingness to pay, and conversion cost in the beauty servi
ce field. Therefore, it is judged that the results of this study can provide
important data for establishing successful marketing and strategies in the

actual beauty service field.
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