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2.1 SNSu[AIY &4

2.1.1 SNS(Social Network Service)
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2.1.2 SNS wtA”EEA 7

, 1
A, HE 55 SNSE &-8-8lo] FustAY 1= Algo &5s
T SNS vlAI” o] gkar shop (&g 0] 8 %k, 2017). SNS v}AE

Z3}e} 7]E wEE A5 A

o
to
Ll
Ir
o -
.V&
2

g g5 71e-d A2 dejeta o & agc}(ﬂ &7, 2021). SNS v}A R
EliZolL} 37 5o AW} AHUEN A} 7, =TV 2
AAvHolE S8 FaAEE wAg ol ~utEE Al 7]ge] wE &
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Bl=& Fatrlol] 43t 7|53 g bed S 7H A e n g v
ARSI A ARG G o I3 F A7) SAE vlog L, Hx
2 A2E F5% oA vhE A 2o vt A9 GoE ¢ e |
A7F w5 wow AL vg o gitA AFo] ThsetH, e Aol HlehH
A} &wE7F AL cH(Zhou & Li, 2014). 719 2 BA=9] nAd s

%
SNS| 54 2 mubel Qo] S npE AvhEE] BhFaksh SNS AHE A
HFOE SNS vhge] Fasgol FEH 2 WaE A em AdrkRAY,

_10_



HA3kE

7199l Blzol ojuXo

[e)

R

=
=

) 2em) 4

[

2018). SNSz}= 84S &

—_
file)

‘_ﬁh
L

S o, 2017). Q1E] YT} SNS 34 W3l

T AYeR 7| -2HA g &

o 2

Hlo

248

=

_?4

=K

%

th

1
s

174 38], 2017). SNS

S

o

o Abgtel AAS 3 aulAbe] g, A A, AH NS

o] 7hedl =<1 A

el

22|

0.

[e;

3

°©

SRR E

=

0]
pIS

sl AHe 8 5

S

SNSAl A 7] 93} 2H] 2
7

[e)

T

SNSHH]

[e)

T

2019). ©]A411(2020)

QFQIZH(2023)

M
]

e

—_—

o-

hin

N

T

SNS vpAI" & A Al A A

-

1

o}

=
T

=AY 5ol o

o

oj

T

o} 2]

R
1

s

gk SNS

[€)

t}. SNS

Fao] A7kt ojAg MR ro] FfataL

]

-

s

Eeg W7l 9
1]

T

h 6

B

=1

AHEAF FA o Z AU A ] o] 7}
o] o]go] 7

=

[e)
=

H] 2}

(2016)

o

T

2019). A&z - A4

—

Z_]

SNS #}

o

T

s}

S

o =

73]

T 7ol tH(A A ], 2017). Azar & Machado & Mendes(2016)

A” B A eI An|A7F A9

ox

K

—_
o

,_ﬂa

A PCoF &u}

S

)

3

2 = |
HT

uf) & =

o

T AR ol4be] g RS el A

[e)

R

2021). Liu & Shrum(2002)

o1,
3FAA T SNS7F ARy A o] 2] A=

%]
23

(A

|

~
file}

fvie]

N
i}

o] AfrAeld vzl &t

11



w3 o] §27 SNSE o838tz MAAMY 7hedl st HATH K 2E,
2022). §7841(2019)2 SNS/Go|A] B =} AnA} 7he] Yo r Fxy]=
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Aw - ARATE =

2.3 TAE

2.3.1 Ao E=2] /i

Tole 549 V}d, 54 AlSE, Azl d g 543 i<l
4 dds = ARE v oY Al agels A Fes ofvlshs
F3 8o Jidelv (B st 7184l A e, 2018). 7L 71 o] Aol
Mul&, BRIES S8to] AEd H7h A4 & o] Xk 5] X}l
Al olop7lehs AEA o2 A AA A Faadlow ol V|

TE AL AT (FAZ, 2022). 74 k= A ARUAeldS Sato] Bkl
Al Aol /‘1 A5 ddstaz) o AR Aot e H4 o

ohd 54 ZU=E Eelol) Agel ARl BFow, wAY % @
o 250 oA o WS Fad alole & 4 Jrh(olWEko £,
2020)

PEFAA2022)S B3t 2 Ao Au 2 YNE FHeHE B
oA JER A EE 4Pstn 284 42021 Ama 38 2]
A7k Al o) gt AN P FAH FAL T Ehelel A Aden)
e oAb PR A RE Folsdrh 9FH(2023)e T IEE TA
2 o FulAt 45 Qi WA wobsel: Tl A4 9T 2
eha stgieh aulAbe] Tl 24 % Gwd PFNA TR e Y Fa



g AgHY) AR 7 Ha P o= 7 ok, vl A d&FE v
A 7P Toe 9as AWkl v oA A 234 s oR

o]o] Xt} (Nuria, 2017).

Hawkins, Mothersbaugh, & Best(2010)= 74 o=+ vAIE 7} ofd F
Abst 7Ee] ofoltjolel o), o H A Ko thgh vlg2A A Hdgtolg; F4a)
ATH 24 (2018)2 Zholol A MujAmd v 17 b G BA Aol A
T3 s ol o] Fol] WhE AEI AMH| & T AH] o]F o] 7=
Aol gk 7 S He ortaE o m Gttt ol 7 ok AL
A S AR AAHA, 5 Vo] Algste Al B AR EE A8t
7F i s S woE 4 dvkal ekltk(Sivadas, E. & Jindal, R. P,

2017).
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st 755 54 7193 AFH Aul 2 28 Bl =l oigk A4 4
= BRI FRstels A= A sl

o]W14(2022) FH AFUANAL F& ANFweo} A#Hste] 214} 3
ol 9GS v AH 79 AF AR FES &) AFHAS Ao &
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2022). Aol Feli= AHAQA wFo XA o FAE Ao g
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o) ~E}1 2 139 41.49
o] 25 79 23.58
7 wol E9H 28 8.36
AH&-8h= SNS | 19he ~E g 62 18.51
vl o] B ul = 11 3.28
221 16 4.78

_53_



<t o0
2SI = (B3 |gle|= |22 S=e|=|8|e|g|5]|8|2]8]
s1fe|a| 2 (g8 |L|g|J|g|S|s|e|g|R|k|d|a|n|S|R
<t (@) » <+ — <+ <+ Lo
el e I e B B T I IPN T IS I = (= (e e S < I ST T R Bt 2
Hie
— oo
£3 : X
— ) Air
Aﬂ (oL L
Hjm )
- o
<P X
ia Y B " oF
~ Y - T "
mj) ok | ™ w | e r e my | RC
oy = | Rl o || ™| o oF | o
= m = Hir Tor o o M_l Ho )
~ X ~ ) I —
e 7| = = 7| B | ME: Mw S e
A P i B | o | o = | o
~ o | o BN o) | o o | Ho T KW _
o Mo | = S F | o | zo T o | P | | N
ofp W= N W <% Ul "
gy - =N i I AT B O I s R G o
Em STE TN (NI U I P - - O i o | <P BN =
£ el IR A = Sl |v | R T 7| 2 e w % |
ACH | ol T o RER I I A A e "
H;E EM EH m i lﬂ m HOT HOT_ < Il |=< ﬂ " | BO | o UT_ ~ N_.o N.l o
TIAIT G| T |F || s ||| T ET|R|K|P|T|X
N
N %
N = Y Z W
wn D o V) — vy oo
Z n K X Z,
% T + & % 5
gl T o < o
ﬂ_AIO

13474 (40.00%), 71€F X <e] 7578 (22.39%)°]T}.
— 54 —

[e)

R

3

1264(37.61%), =4

4—-219} 7ok WA, AHE P2} 1979H(58.81%), 9 AH7F 1338 (41.19%),
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A vk 194 0|3k 21 (6.27%), T204] ~ w294 1849 (54.93%), 1+
3041 ~ wE39A| 857 (25.37%), TH40A] ~ w494 3478 (10.15%), T504] ~
594 878 (2.39%), T60A ©]7d 37 (0.90%) = FAFE o] w204 ~ F394]
7} 26978 (80.30%) vt Exstal vk HEeH S Aid EH (548

3E3h)o] 16778 (49.85%) o™, thetul oG (FE- A8t 23 o] 80 (23.88%),
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11178(33.13%), 3007F o] ~ 4007+ m vk 737 (21.79%), 400%HY o]
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SNSO A &53te AlEES AA S .669
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SNSoJ A thekst Zel =S w2 A A = 9}, .848
SNSo| A Al JAARE A|F gt 771
HAALNSAA 250 Bt 4440 Ju Qoo ES B 714 | 2818 1 gp7
2 AE AR AFAY o wHbl =S 9 : (7.905) | -
SNSOl A AHEAES] ARAAN R FHE AEH02 Qeo]ERT 661
SNSol| A Yet= ARE A& AZs 543
SNSellA ARE A A Aw3it, 772
BRI NSl Edn @ 4ug Agad. 760 | as
AF . : (7.343) | 802
| SNSelA 83 ARE AT, 733 :
SNSoll A A wsto] gutalA o] Fojd 4 9T}, 712
SNSo A H&Le j$- 24 S Fr} 807
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#(.729), Bartlett T34 7 4»*(331.426), F2525(.000) 2.2 2 g3t A&

_58_



mK

h's a

766

(ZAHE%)

2.333
8.325)

4=5]9} &} 4

811

-
it

6, sig.=.000

o [

783
732
725
o)

=

o}

Hr

10°

el

Z_l

ES
o

0

"
;O.#
o

)

A A42=331.426, df
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A A SNSHHAIR EA S B A8 AF A2 (.485+x) 0™, KA
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A ZVR7EA] | 186%x | 151sx | 183wx | (162 | 149%x | 179 | 123 1
Hot 2.522 | 3.300 | 3.289 | 3.700 | 3.819 | 3.613 | 3.598 | 3.366
EFEAA 1.043 | 0.937 | 0.864 | 0.701 | 0.589 | 0.730 | 0.803 | 0.829

. 70| 0.05 ol A T FUTHFE).
w6, AFko] 0.01 FFol A GO TH(FE).
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R=.830,
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4.4.2 SNS wiAIY EA I} FH o =9 #7

SNSHHAIREEA T ol 3k dARS slvleA] Avfae (& 4-9]9F 2
th 3)7Ae] el Re 32408 BAEo] 32.4% (F=31.488wx)2] AeS
7WXaL dty. Durbin—Watson&  1.8550]tk.  SNS  mHA€EAlS]  #3]4(.284,
p<.001), ARATA(185, p<.01), HAX(.174, p<.01), A=A(.116, p<.05) =
o7 FHefre] fefu)st go] F3F AE Holar 9lort FeAE-4(.027, p>.05)
= el freldk GRS PIX|AL A Fom 7 H2E Fat AHEE QT

[ 4-9] SNS viHARKEA Y S+ #A

H| A5 xe Ag A EAZ
= E t p
B SE B TOL VIF
) 454 | 265 1.713 .088
dEAgAd | 021 | 041 027 507 613 719 1.390
HRAEA | 158 | .046 185 3.451%x .001 719 1.392
A=A 108 | .050 116 2.136% .033 .698 1.433
214 199 | .062 174 3.213%x 001 700 | 1.429
34 387 | .070 .284 5.53 1 .000 781 1.281

R=.569, R2=.324, Adj R?2=.313, F=31.488, p=.000, D—W=1.855
a.$HEHS FHE

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

4.4.3 BAA S Ao IMEHT

ARSI F2dolme] o aARS BTt At [ 4-10]19 2k

Durbin—Watson 42 1.912% =3} 7F AHto] §l2-8 &Qlg 4= o
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F7le] Arjede] R 5287 HAIE0] 5.28% (F=129.010%+)2] AeS- 7)1 Q)
FARIEAN(.386, p<.001) = o]0l Fefet A(+) ek TR 71 H3S AfE=Iich

[ 4-10] BAASAE I FHo]ie] #A

H| E &A= = A
S D o
B SE §]
(G 1.849 .233 7.943 .000
AR &4 .483 .063 .386 7.63 4% .000
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TAAEA Y AZa7=e] & BAS 39 IFE [(F 4-1119
2t} Durbin—Watson A8 1.568=2 23k 71 A I =
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S 7HA A k. IAAEA (179, p<.01) 2 X ZFE7FA] o] Fofw| st G| o
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[ 4-11] BAA S A 2E7HA 9] B

B EA X A
S o N e
B SE ¢]
(4 2.630 226 11.661 .000
A A 44 .204 061 179 3.320xx .001

R=.179, R2?=.032, Adj R®=.029, F=11.083, p=.001, D—W=1.568
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AX %A vl EHE AESAT Theel [E 4-13]€ SNS AR 5A
3 FANE ] BAAEA ] A EAAF AN ol

[3% 4—13] SNS vHAIR 543 - ol = 3he] AAXEA ] w7 a3t S

EoEsE FEuESE A B tk pak R?
R .090 2.489x .013
AR ATA .049 1.358 175
1A
A 24 FAAA & .065 1.769 .078 | .689
(5H—vi7)
A4 659 | 17.946%=x | .000
83] A .168 4.843%+x | 000
Ao 2-gA .027 507 613
AHAFA 185 3.451 %% .001
o Al 2] A] 2ol = 2%
u}-7 1#]7 TRE (mgmay | 116 | 2136+ ) .033 | 324
R PAP 174 | 3.213+ | .001
%
314 284 5.531=xx | .000
AEAeA —.005 —.087 931
AR AFTA 167 3.207%x .001
3THA
A 24 .093 1.755 .080
TAy | (FEFE) .362
B! —.057 —.769 443
314 225 4.350%xx | 000
A 2 A (Mi7/l—%%) | .351 4.431%xx | 000

*p<.05, #xp<.01, **+p<.001

f ) &3 AA Ao
B8 (VIF) X]—’,:l;— X 0HT Ron g =
gl Zow vedoh mlase dAse 1 P ;
<00 & 3|7 mo] Hgaln Ree 6892 HEo] Amye 68.9%0]H
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Durbin—Watson 82 2.128% zkxto] 7+ Adto] gles &ld 4 9

=P FE 84 (3=.090, p<.05), A (B=.659, p<.001), 4 (B
=.168, p<.001) & A A&l frojm| 3t FaF AAE HoAFaL, 287 ol A
3] 523 F= 31.488, p <.001), 3&AI¢] 3]#5F F= 30.999, p <.001), &
A3tsln 2w Ale] Rz 3242 RF AuEE 32.4%0]W 3TAQ R2
S 3628 Ry AWHLE 36.2% Durbin—Watson 742 1.839% zHx}9]
o] 18-S Fodd 4= k. 2w Al H A4 (B=.174, p<.01)3} 3]
*é<B=.284 p<.001 o] FAke Fojgt TS FE HoE FAHU
YWl SNS riAIE 54 7w 7)A

ghol O o} Hit wis| &37F A5
=—.005, p>.05)> FrolshA] 2 93
AAG(B=.174) BT} 3641 <] o] 3
A il g3t des =9l

318 5 ek el HAH(B
2 wolu} 2uhA o] EwSe] 3
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B S
e
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4.4.7 BAA ST FHo = ko] A ZrEvEA o] w7l S

TAAEA o] ool m X = kel AZ4HA7A 7 w7 JEs st
A AFsRnt B A [F 4-14]13 2ok viA &SRS HAE 7] dol &
EW5e tgF FA8E AESIT 1 A 248 RI(VIF) A4E BT
108 ffon @ Sy 2he] thd FAA4LS e Ao Yeltt vl
TS AA = 194 oA (F= 11.083, p <.01)& 37X o] #galn Re
2 032% o] AmH L 3.2%0°]W Durbin—Watson #4-2 1.568% =}
o 7t o] §las IS 4 Ak miadE HASE 1A A S99
T BAXEA(B=.179, p<.0D)o] AZAATIA el o3 A& F= Ao=
B on, 2avt Aol 39 2E F= 129.010, p <.001), 3¢tA1¢] 3|92
F= 64.574, p <.001), & 2 galm 297 R2e 2798 R3e] Ao
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Durbin—Watson Z4-& 1.918% #x}o] 7+ Abzto] §1&-S Hela 4= g
PAA LA (B=.528, p<.001)°] FHEe] Foet FF& F= Aoz 4
ATt vl E ] mhA et GAQ] 3eb Al A H gl BAX A vl
Ml AZtE A E B FYS #

p>.001)2 Fofmgh JaFs v~

3 ]
W7l a7 fles & 5

SHAT i oA B t&k pak R?
AZQ7 A | 1GA(EE=A) | 179 3.329%x 001 | .032
77 THIE | 2WA(EHE-FS) | 528 | 11.358xx | 000 | .297
A% saew | SEAEE-oFES) | 523 | 11053 | 000
: .280
AAAZA | 3gA (i A-E2) | 029 615 539
#xp<,01, *xxp<.001
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T 714 .
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FEFe vAE Aoln.
SNS mlAIEEA o] ARAFTAAL AAXEA] ] G2ol3 A(+)e
H1-2 ]o e} ]oo ]] o]‘ﬂ‘/] e} ’] 712}
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ABSTRACT

The impact of restaurant companies' SNS marketing
characteristics on relationship continuity and
word—of—mouth intention : Relationship continuity and
mediating effects of perceived value

kim kil Sung

Major in Food Service Management

Dept. of Hotel, Tourism and Restaurant
Management

Graduate School of Business Administration

Hansung University

This study sought to verify the mediating effects of relationship
continuity, word—of—mouth intention, and perceived value according to
SNS marketing characteristics among customers who experienced SNS
marketing. SNS marketing characteristics were composed of
interactivity, information  provision, reliability, recency, and
playfulness, and in order to meet the research purpose, 335 copies of
final data were collected from customers who had experienced SNS
marketing using IBM SPSS 22.0 Ver. Analyzed using the program.
The verified results are as follows: First, as a result of extracting
SNS marketing characteristic factors, there were five factors. Each
factor was named interactivity, information provision, reliability,
recency, and playfulness. Based on previous research, it was modified
and supplemented to suit the research purpose. A total of 23
questions were derived. Five questions each were derived for
relationship continuity, word—of—mouth intention, and perceived value,
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and factor analysis was conducted. The analysis results show that the
factors have no problems with wvalidity and reliability. Correlation
analysis also showed that all results were significant.

Second, as a result of the analysis, the regression equation
between SNS marketing characteristics and relationship continuity was
found to be significant. Recency, playfulness, and interactivity were
found to be significant in that order, while information provision and
reliability were analyzed as insignificant. This shows that as SNS
marketing progresses non—face—to—face, trust decreases due to the
provision of unconfirmed information. Although the number of people
experiencing SNS marketing characteristics is increasing and various
studies are being conducted, progress in research on the SNS
marketing characteristics of restaurant companies is low. In the
restaurant industry, it is more important than anything to secure loyal
customers as it does not end with a one—time use but involves
continuous use. In order to secure sustainable customers who are
favorable to the company, understanding SNS marketing characteristics
and marketing tailored to customer tastes must be a prerequisite.
Only then will customers positively share the restaurant company's
information with others and play a role in promoting the company
through positive comments.

Third, as a result of the analysis, SNS marketing characteristics
and word—of—mouth intention were found to be significant. The order
of playability, information provision, recency, and reliability was
significant, while interactivity was not significant. This can be seen as
the result of SNS marketing experience when customers feel
enjoyment on SNS and can trust the latest information, they proceed
by word of mouth. I think this is because companies feel that SNS
marketing offers a lot to customers in terms of promotion. Therefore,
the need to induce customer experience through efforts to create a
comfortable space where customers can exchange opinions without
one—sidedness was presented as a practical implication.

Fourth, the analysis results show that relationship continuity and
word—of—mouth intention have significance, relationship continuity and
perceived value also have significance, and perceived value and
word—of—mouth intention also have significance. This shows that the
higher the relationship continuity, the greater the influence on
word—of—mouth intention and perceived value. The higher the
perceived value, the more significant influence it has on
word—of—mouth intention.
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Fifth, as a result of verifying the mediating effect of relationship
continuity between SNS marketing characteristics and word—of—mouth
intention, the recency of SNS marketing characteristics shows a
complete mediating effect, playfulness has a partial mediating effect,
and interactivity, information provision, and reliability have no
mediating effect. confirmed. It can be seen that recency has a weaker
effect on word—of—mouth intention due to the parameter of
relationship orientation. Marketing will be necessary through the
provision of short, clear promotional material that can target the
tastes of rapidly changing customers. In addition, recency has been
shown to reduce word—of—mouth intention when relationship
continuity 1is mediated. This 1s a phenomenon in which existing
information is often provided again rather than new, up—to—date
information from restaurant companies, so there is a need to provide
new content through planned design. was presented as a practical
implication.

[Key words] SNS, SNS marketing characteristics, relationship
continuity, word of mouth intention, perceived value
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