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IAEL O] Aot AFFolu AHIA AR o9 Z|di(prior
expectations) WH| AA| Aoyt &4 (actual performance)®] z}olof Tt
o] olx]A el H7HOliver et al., 1980; Tse et al.,, 1988)8t &2 o 17
= WESHA| ste Adadle AFelu AujAe] 4 &2 FE4Foletal

Itk (Bitner, 1990; Zeithaml et al., 1996). oJ7]|o|A AH|A ZH2
A 714710 e A8 ol d*qﬂl—— A, Ay A T AH|A
ZHo] Tt =27 EA(physical quality), 7]ge]n] AL AR &=
A=A (corporate quality), 27} 7|14, 18|17 AT} ot 1
53 7= A52-e E-(interactive quality) 5]
Z st (Lehtinen et al., 1982; ZF&A, 2013).

et w=o] DAL X (ACSDE] A8 4E A9 Z|tiof tigk <l
Z)A EA (perceived quality)d Q124 ZFx](perceived value), 1231 H¥HA
ol ut=E pAEUNY AT o7 JLAECH= HojA Q1x]A EZFA} ¢
2|4 7MY DAREEE O] Q5 AR AL 4 4 Qh(Forenell, 1992).

l

off 1o kI nok
>

i)
>
o,
1o,

)
fol

2,
oo
o

AATZL o et AAIA Q] FEa4E mefshr] fle w2 dFelA S
g AFGe] et AT FF 2AE SRlsty ANEAE st e
Sted AlEso] UYPHo it olFFAl A 2okl oM E IATIL:
o] A acls mpotsty] 9ol [ 2-1]3t Zo] ohFet A47h agsfo] gt
ol FFA AFolA , ARl 5 =9

o 2
2
X
3
>
2
)
bl
e

>d, AT, 2t
ol folgt e nXithkes AS skt ol 7|E AN F=
=& #F4 5 dEviel R fAR1/UlUser  Interface)/UX(User
Experience)/Z719t FAA L Algshs AH|A Fd ol HEE AeH,



olefgt a4o] A9 aclom sholgl Ao 13X e ATIH EAE]
otk A o 4 et

22l
T B TAREE APad

A, Fod, T[] AT T, o MRS AlE, AHIAC
341(2001) et A=, 59, 2FAA
_ 714 9 HAE ofm[x], BybAE[A, aFAA, Fa
2-84(2007) _
4, B A A, T
=% oA A
TOR BER T w o qua, aga, Bas ool
382014
A=xd, AL [ 27 gA/271/3hEe] AgHOA, §34, o=
(2013) Aol

2 £ A= F9 o2z ndle Rust, Zeithaml and
Lemon(2000)°0] AAIS 7142 I ZAZA7FA] (customer equity value)®] <%
Q4 (drivers) ZE|dAolct. AT 4T AHALTIRE o|1L
= A7 A AR 2AZER 7 EASHH, o= 7R A (value equity),
Bt ZpiHbrand equity), A A H(relationship equity) 22 o] Fo]Xit}
(Rust, Zeithaml and Lemon 2000).

o710l A ZFA| A (value equity)olgt 110l 7ol AlFst= AMH]-Eolut
AlZhel Bl AlgHtE AGAFIY AFEAHI2~0 F2)o digt QXA HW
of 275t 7]do] Algste AlF 2 &gl o %
o oAREA el lo] TP ZFEA] aQlolgtal &
91, 2010). BsHE Zpik(brand equity)2 Al#

+ 7199 BRi=o] dis] 1ol IS A

ZEg oujsta o3 HASE AnjAEol



ot Vogel,
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=
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=

=
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[e)

o
A2 7t
TAAE =] &4

ol FFAAY] A=

et A
AN FE
o T i

o] =EAlALO] o]u|Z]
|SEAALY] AFS|A T L

[ =
SO A9 Adw
| e

T
EE L]
-
o

] ] = =y

1 147
et gEolu MHlae fFPeR o
o] A¥=
- =1

A4l o

, 2007). wiapA], o] &4l AH|AO
Z}FAH(brand

, B3l

Ekl
Fo w7 4o et sk 5

b ofefet ol AAsHet.

HA
JFA1HL) : 20tEE AR e 1471
A Z}AH(relationship equity) &2 FAH I AZAZIAE 9
=
Al FF

o Fog F3F= v Aol
SHHE, o]ggt A7 = A= 7P A Hvalue equity)
oy

equity), “12]al
0]5}7] &l (Rust, Zeithaml and Lemon 2000), 11
Jo| uAY EF A ot TARATER] O] A e



1l 4 e E5or EoF (AP, olFH, 2010). WA, 47
ki =

4 olFFAAtel iRt 7R AR, BREAE 83 A

94 ol24el ATEES] Holsh AFol AulA A& ojde] s
(prior expectations) == THH] AA AFolyt #FZ(actual performance)?]
zfolof gt 1A e] 1x]& Q1 HI7HOliver et al., 1980; Tse et al., 1988)2}t
=5 S fhshes AWNA 1A7HA] 84s AdEolut
AME|AS] As &2 B aoe Yuisks 7HAIAME S AR & 4
9l-& Zo|th(Bitner et al., 1990; Zeithaml et al.,, 1996). oJof t}2x} Zo]

4118 AN,

AALIHLY ¢ 55 e 487 BAA] e B

o5 9L 1A Rolet,

ot AR AH| A A" ;Ao glojA HIHE JHX]= B A
Aitg-S A= T HASE & S 0, AR AES AR it Y A
(experience failure)] 1= AL 4 AUtk HolA Fa3t 1AZEA] @
At & 5 QIrH(EElA, 2008). 53], AFARD AR AH|A0] FES v
g 4 = AIA(experience goods), YH R EReloA Hol A £ Q=
e, I8 25| 4AFe AMEAE "ag o] e Ao AEe F
A AE 2 7199 BIE Jixe 1o] AE-E AHcs Fa3% 1
AR @40e 4 & AE@Pe, A9E, S, 2009). ©o]5FAl AHIA
AA| FAIAEI A FAS AHH o R Hwsty] mHstr] ofe FAA =
AS 1IATtH BHE 7hx] GA] 149 GtELE o|Ils F8T 147
a4ty W 2~ 9lon ol 7H1.28 ot} Zro] AASIH

7Hd1.2(HL.2) @ SAA HRHEFR = FAAM digt =5k Fo% ¢

F= "E Aol

_21_



Apxaro 2 PAZEA] G4 Aol AAE MM Wold Mk Hsiol
S Z14SeA H9AH DA aige] WaA YrHE AR, 2006).
PAZAE AL BAE Kok D] nAelA AHAQ el H
e ABAFAL AW, T 590 AE Zﬂ%ﬁ% I

3
business) ] ¢ Z&AQ AHTAE FHsH7] 9o Fagt 17—117}5‘] {4
o] ZRlxo] (AP, AI4E, 9=, 2009). T olFFAl A2
Aol vlal 19l o]gr Z2 Hgho] H|WA A[=HX AL FYSHARE, o
2 dFol Hls] oJAs] o] &7t oA} LT ol o] FAE] Q= A
H A dFoletal & &4 Qlvh E3h ALY FAAHIA ZAATS FH5h7] B
e OdRt 871 AHIAE Algshe 59 AvlA 35249 9urt H
AL 3171 oA ZQ3 TAUEL APQlele o

mEd] BANA a4
AyelA) @k waba, gt Zol

FL3HLY): BAASY BANE SAM] B BEEe] §ojs
< w1 Aol

3.2 BAA] digt o] FAIAM it A= v IF

Oliver(1999)7} T ARIEL 9} TAZAETIO] BAE 6712 Rd= xﬂ/\

o
§ ¥ IAREL DAFHE FHO DA Aok st 1A

i, O{N'
ol o >

T AE 5489 AA|(perceived product superiority), ZH14 <1
(personal fortitude), AF3]A AA(social bonding)7te] Az Atz 3

o_>|:
ottt

o wat 1A =elMde] tigh TAWELL] ouje Aoz 01%1111 o]
Abdolty, 9o Etotal, ofHs] W2 ArgolA wERTE &2 1o
AL ES worn IAWERE UAFHEO MPHR FAlY] A7t
TAE Bt g0l ERJNEHJFEET, 95d, A5d, 2002). Eg,
Sd AA45(2005% Oyvind Helgesen(2006)9] QoA 1 AWEL = o]
T4l Au|aet o] Mg Aol FAE 4 e ATA oE aio ]
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e
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Flcke] 9], 2003). ol

S

o] oAt

27 e AR

Hz Hi o
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Oliver(1999)7F A7Igt 6742 nATZL el UAZFJrL7te] AA LY
VAGZLE e} WAZAETRO] tekRt FE o] BAE M 4 Stk T
Agk, o] Aol o|Hel= F 74 Aol k6] dX|st= Ao| ofd& 94
Ao . o

2 (Vogel, Evanschitzky
and Ramaseahan 2008) _1_17_1,4;(}/,\_}7}'] | Sfdst= Al 7HA] 14712 945

FM3(H3) 1 olEBA DA BAA] dE FHELe] BAC] 9o
A e BEEE oETtE 4 Hol

A9 AL o2 W7 HRolA =olgt ue} Lol AL,
SRS AL BAEeR FYH slen elele AV AL
_]

AR 37 %@5& ool 4 Ytk kg e

-+
ox
po
P
_>1_4
kd
_l\l
I-'EI
FUIIU

AL AS dueit s ASHOIINE 6le FHVIA o8A%
qwgi FEAL] 7}z1 pAY, Eadzxw, PAA o] WAFAEE FA T

2 WA stk webA, olHg
WA @50l nAEAEC] AL SN Aol o]

al
FFE - QoA DATZLIL Fto] wiiadE & Aolzh= Al 7F
Jjo

=
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FP3LHSD : olFFA AHGINS Y BAK FAAF 719 BAC
ol FA] et BEEE WALRE A Roltt

F3.2(H3.2) © Ol5EAA BASAAG Y FAA 2AAF ko] B
Aol ol FAA it HEEE dAETE 7H Aol

HA33(H33) 1 BAASLY) WAV ST BAA 2Bl o] BA
o glol FAA et WEEL AETE 71 Aol

7Hd3.4(H3.4) : o]FEA AFS7HASE s FAARRES] AFA &A1t
o] AN Qo] FAA iRt HZEe WifadE 7Hd Ao,

7Fd3.5(H3.5) @ BAA BACILX|QL g FAIALRES] AoFx]|40x] TH
o FA | Qo] Bt digt HELE ujsjadE 71 Aoltt.

P3.6(H3.6) © BANSY A G FAAL] A Aol
zre] Bl Sle] Al thet BEEL viAEAE 7H Aol

3.4 1A7R| 9t IATELZEO] FA Y Qo] o]FFAIAIe 1A HAF 9

Zdax

AUIEE ALgAT} LAE AAE BN dd BEEe] folF IS
a2 Aot} gk 7Hdat feste] A o] Lyl= 7HA] 9] Aol 1A
o] o]§ F olFFAIALY AFoly AHlA, FAIAR] tigt o]m|z] Fof g
FE TS 5 9L Aok = o|FFA wet 1A} BAAL] dig
TEEo) m|R= o] tEA yEd 4 S Aolth 91l st AE
i AE| A ste e Aol Aol wet L7)= B8] oE 4 e

ol Bl figt wEwe] g w4 9lg Aotk olAF ¥

Herste] ofefiet gol A7 AARH.

[¢]
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HAMAIHLD : o1FEA A DAREES HHE G ol
S A0 whet g Aol

842HE2) 1 O1FBAA BAE ARt DARZES] nAL FFE
ol5E ARt et g Aol

843143 1 olFBAAS WA} TAWSE] u]R
ol5E ARt et hE Aol

HA4AHLY 1 OIFEBA AN BAREEC] HAE FFe 27
o] Avjo] uet the Aolet.

E45HES) 1 OIFBAA BAE X7t nARZES] mAL FFE
A9 Aol wat ThE Aot

ABA6(HAS) ¢ CIEFAAS BAZANL TARSZES] WAL FFE
A9 Aol wat ThE Aot

rir
of
ol
flo

274717 DAZHE
STE 4T,
SR TAAY
87

H1

H4.3/
H4.6

H4.1/
H4.
TARET ”

' / H2.1
HEC 7} et =
= H1.2 \
H

H3 o5 5449 d2 13n:

- H1.3 FA7}FAS IAZ AT o] BAS
g Aol

[2F 3-2] AR A2




IV. dRset Azl 4

AE Army 9 HES AF] S8 2 waol o 24gEs
2 2 ARATelA A8HYE FBES EAoR SgatH, 4 WLE
TS FE 9 GEE 22E Gl teie o BEA T A
191 8 MpAbbY 19) B AR ARIS(IEEA 44 204 ol FAR 2
NEHE PES WeoH Wh W PR Gt EWekA (face
validity)& Bt ol 3089 olFEA ASAES oz ¢ ut

5 2EH(pilot study)E 7
M8 W 74 U 243

41.1 1A%

OAMELE O] MPQATAS  TIAZIZ|F  Rust, Zeithaml and
Lemon(2000)0] AAIRE 7149 AAAF7ER] (customer equity value)®] =%
Q4 (drivers) 2 Aojd 4 Qlvh. o714 AAZIZRA] 2P oas AL
A5 oIy AZFAl AHAQ MR DAZEAZE EASHH, ol ZHAAME
(value equity), B#E ZAHbrand equity), 12|11 A A relationship
equity) 22 o|F o]zt (Rust, Zeithaml and Lemon 2000). 12|31 Z+ 7}X]
+ of [E 4-1]3 &2 S48 A=A, 2014).

N

(& 4-1] 2472 g5 B4

- AR HAE A FAR
= (+8712) A= 7)) @A)
ZREA 7 gH4 2 A4
ZA8% 4, 15 AR A | AAA qua
ZA7H 154 744 514 AAA A
A7l | HAES), AAA 59 | ARH AHg | dsg
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ofmj 7FxAkH(value equity)olsh ALZjo] 7|fofl Algste A(M-golut Al
bl digt tivtz: Algits AGEEIY AEARI 2 ) dit dAH

Y
£
N
ro,

Hlao] Z7ske] Zlgol AZoA AlFste AlE B agol Het

BW7HE oust Ful oAbEA o] qlo] T 222 adelEta & 4
(@, olFHl, 2010). olEFAIA B2 et o] AH7EA7E oA
Tl ") Az 2 = olmA] B4, 7led 54, 71sA £,
HEEd Tor FESHAY FEALYAAE TS, SAE, T ©
4, Fok=d Tl dish Azl = o] FeEAN Ui, 257, AH|
£ W7 T BAA Aste AL FE FEoR FEsE 5k
g, 200D). ot=® AA MHATE AlgEe sHd wdAe] 92
FAASE, 25, dEE, 2002)3 AB|L o] g ibEE AL Q] Bl
o= = : T

B3l71 st a8 7EX A (value equity) S
= AlFdsel dit Ad FrHE onlshr] o] 1AL

ol AE] 744, F4, 191 w4l xdor F4H AFHE T2

= = E

= [e)

B Eo R Beste], AEAA 0] 27he ApAolw o

ol o

2,
X,
rO’
el
N
—_

)

o|FoXTH(egE, AR, Axe, 2011)1 ot
olof B ApoAEe o]lF5FAl ARETA](product value)o] QAR olF
|

Agsts AF HHoRE O FEANHL BE
S

tHE 4-2]

Jelxa H3HE ZFib(brand equity)2 AlEo|U AH|A 28 o]E A|lFdh=
7199l Beieo] dis) 7o I Afote Ry 4 He 44 wHEHE
£ ouletal ol BHHEE AB[RREO] AlFo|ut AH|A0] A1 Hd
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Fgrdoln] PR WARA, olelgt Wk 149 npAYBE o9
Ay nAe] AR BAS Ayl ofs) FFS W Hrkm B3 BAS

o
B g7 52 &HA5H|E st tHRust et al. 2000;

ro

A&, BHE i, 4
4=, o]F4l, 2010, <HEFT, AR, e, 2011). I Aaker(1996)+=
BAie zpike] =4 T332 "Brand Equity Ten'2 FASIHA 1 FAH4Q4AE
HAE FAE, Aztd 24, g4, AdWE, AEY, A, AFEE S
o= URY, SAFFoRE JH4 nEu|q], Bk, F4L, (4" 4,
A7t 7tA], BRHE 7B, 2AQY, BRHE QAR Fo=2 Ueded &3
FE T AvRte] FHAA AZbge AlUsHA 187t =R gof HAS
b Ao Aoy aAES HEe| HIaWAl Eotal qlvky Brf v
A71= Stk @HE o]¥3](2003) olnA] EAL |dolnx|e} Bt o]n|
=

oo B AFoAxE= TAIA BEIHETER|(brand value)o] FAQ4R ol
A 1A o] FAlAL] Hiel] A She oY FAIAF BHRHE o] oigh
nAo] AR WrtE FActe BAHE QAL sfd o5 AAT HFA7
JiH] o|m2]|7} BotA AFEEAE SEcke BHE o|nz|ef HIlt &
2] SHoA i ol T EAIAT ARl S5l A=Aoletl Brlet=AE
Sk ARSI EE SATHOE AASITHE 4-2]

i

WA A Hrelationship equity)S 149 Haito] ojgt Ao F3
dol BRiTelo] WAE &4

AR, 2011). 183 WAL 71dat a2 47Ee] oheket o
ol A== AH A (affective) E= A bl
Ao HArE ou|gdthHRust, Zeithaml and Lemon 2000; A3PS, o]FH,
2010). olof whe} TAAM ] Adieclozs 2dy 2T, 1AeY X
2%, AFYE F+5 Z2I9 Fo] QUth(Rust, Lemon and Zeithaml,

’
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g
ro, 1
o
B
N
el
ol 1o
oy
K
=
S
<
o
)
,
N
A
o

HOog 2YE TxT]
AFEE 29 2779 {9
s} AME|A AlFolf, dig HE
ois S7gskaicth.

olo] B AFoAM= FAIARRL (relationship value)2] FA4Q4 =
ARRlA mel, Aeld Heo], A He|, ISt Helor JEste] SAHYE
= TSI, FAHCRE ASA Hele olFEAIAMe] 1AZH A Hxt

MA o= Hstotal Bzst=2]?, H24 Bl olsgAlatel Hiet 1= 9

r
iy
N
-~
)

IATZE g AFFolv AH A ARE o] Q] 7|t (prior expectations) HH]
AA Asolyt EH(actual performance)#H2] Zjolof] gt 174o] <Qlz]# <l
B7HOliver et al.,, 1980; Tse et al., 1988) T 1Mo] AH| A A Al
o] g, 3%, HA 55 AT W AL EHF oYY A= 7
= AF9 &A= (pleasurable fulfillment)o]z2tyl & = SUtH(Oliver et al.,

1997).

Az 4vo] APOR WA

L
L ~—
27 2elo] Z|Eg dizfel] s HHF HAo] o]FolFEA] T HHYY

HAo] olFolHREA ool wEhd iAol Lyl AAZH AHi(Howard

o
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and Sheth, 1969) T+ YA AHZ9] 7o} AHAZE AHZHE
AR o= ZE2a QY Aol EdH oz Agste] yehe XA
2 A} (Oliver, 1981)E oJnjgtctal sttt 1e8]a Hriapgog H
AdE tigkS AEst] ool ZRA A UE iQte] gt Aldat 7]
29tk Wrlske= Z(BEngel and Blackwell, 1995), ARB|ZH o] 4% 7|4
AE AR Evt= H7HHunt, 1977) B= APAH 7|diet 4AH] & 2|7t
A& it Ato]Q] Zfolof el Holx AH|AH] WHS-(Tse and Wilton, 1988)
= om] St 5}‘)&‘:}

r°" A ) é,
N,

|

o
Rl
o &

o o th I & o = .
q
5

ool ol T

b

JotA uverd

Bred g, Beed

o2k

o 4
>

30,

=

A R
&

)
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OFFE 10%), 1.96(Fo14E 5%), 2.57(F2l5F 1%)°]th

AR SANA Blets BRAFRDE REO SIS ot
Acr B4 uAws AA 3t ASE 3t Aelo] AEAL] Algel 9
o AAtdT o As F2 WA el tiet o8 FAws] Aa
£ el o] A f

AR eet A2
Z

I 4 4
N,
o,

>,
>
1o
2
B\
i
)
10
oz,
e}
a=)
o
1
)
i
0,

g 7]
£ ool os) AuHE Bate e ek
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otell Aoz AL,

2 2
f2 (‘Rm(luded Reuluded)

_ D2
1 fzincluded

AN R pied®t Rseas AEE 2 W47 mdlo] 2

so AARYL o, W AAEse] Rl 7t B T MY Aznd

48 Bo AtEt R wAdl: S o WANes} me 24
(R} ugea® AP0, & AR Sid 8 AHS7E AAY T8R4

o] Atzoltt. f5 sty %t 7% 0.02, 015, 123 0.35 0|7, NG

S ol AAMAe] ZS. Z7h Tl 2 G Uil

53 wiZlavtel 2day B4

7l avk= okl [2¥ 5-61o1A4 Y1 ¥ Y39 ¥AA Jigdesr 274
B AHAY] A piz ol diste] A cR HREE Hy Yool 2HS F
= TE Y. B9l Yol Ysof dFS nxE HHEIE, pp x
pa)E Foll AHAETe| ditt ARE HHHor AFSrh wEpA dizfHS
Y2 T A REPAE WiAREEA Y—Yso AHAQ dA P
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Piz 7 P23

Zledoz 9] [O" 5-6]oA otgfet 2 242 F5F o, Y= "i7f
Yt (Baron & Kenny, 1986).

- FHASY )Y E4to] FAHE wiZiEa(Y) o] A woRoer AT
HE, (19 5-6]°1A H= pio).
- 7R (Y ) O] 2Ate] FEH(Y,) 0 E4te folHor Ayt
=, [1% 5-6]A4 B= p23).
© AR pu®t psol SAIESE w, o]l FolAoldd SHWMa(Y)e
AW (Y) o) BAE, (19 5-6104 A2 purt Askshd)
7 sk gelsold,
RIS ERlsty] 9 W OoZE Sobel test® HHHSCL FEHHS
Atolo] AL Wi A7t EetE =HWHAReE FEHUS Aol BAE HL
sto] ZlgttH(Helm, Eggert, & Garnefeld, 2010).

ZA8M= H59Q2016)0 TEH I SHHpF TEUSY] WAV
th2 =2 H40] o wet dEbd o, 2H a3 (moderation effect) 7} EA
Sty @ete), ol & e SydWSsE A4 (moderator)2hal o, ]
A7 SHES FE5ASS IAE 2SI vk gt dE



o, 2FWATL 2 PY Wi EYASY FHNAL A positive
S

=]
association)& 7HA|1l, 2AWASFTL 22 gd = SHHse} FE5HLT F
| A

2
Ko
=
ok
Ku)

O

/3T (negative association)= 7}
S Aol AS2ARE G (interaction effect)® ©JsfE 4 = Ut o]
2o 2EavE E &2 11 oA Aol mHETAL] fou|gt ozt
Hol=AE ASHo=H &elo] 7Hastrt. Hetzto] {ojmjgt zto]7h et
A o]d A (heterogeneity)o] EAst= Aoltt. &4 vl HEe ztol=
Fxrdox FZA 4 (path coefficients)?] z}o|E F3|| 2FIstAL A TF
(loadings)4t  H-3l2F(weights)?] H|WE EHHE= 7Fssith. PLS SEM
multigroup 42 Hlo]g 9] T ATt A2 A4S Hlwsty] Yaf off A
|

HZ(two independent—samples t-test)=

O

- A 13 " 29] WER T (numbers of observations)E 1%t

- HlwE He 13 fJd 29 ArASE FEUA
RAEHYS Tl Aol 3 He 29] parameter54 2] FFQA}
£ stolgn
9 e B BT T YV VIUE, A=A BEOAE ofY
AR ASAHEY, A, olEA, 20140 A8t MNE F&
o] it 2dWo] 2dants HIec

Pafhsample = Pathggmpie 2
I (m=1)° (n=17

t=

1 1

* 2
(m+n-2) S.E. sample1 +(m+n -2) * S.E.2 sample2



6.1

=l

29 54

2 ARSEAEY AFEAd BEAem AEe JAG31met A4
(46.9%)= H=oHA AAAEUAH. A8 t= 20tH(22%), 30tH(43.2%), 40TH
(23.8%), 50t ol’F(11%) o2 UEetHth. AREZS o|8sts 1S e
2 ofx Y 7fte R HEXANE St Zo] di S vH 200
o A140tH | A& =4 2 Aoz wmaHc I8a A& SHoA

H]%O .
AHF TUL 2009HAH(22%), 3009+ (22.8%), 4009+ ©]AH?27.5%) 2]
H| o] =7 Yetgth 81 o] FAIAH|A o] 8EA A AFGRE H 71

2 BxZ+= SKT 45%, KT 30%, LGU+ 25%2 Atdar 2 7FdAr vlEH]

e

H TE2 HIL () 1] &(%)
i T4 263 53.1
o4 232 46.9
2= 1 0.2
= 1 0.2
st & 82 16.6
= 346 69.9
oot 65 13.1
20TH 109 22.0
A2 30 214 43.2
404 118 23.8
50t o]Af 54 11.0
At 1007H gk 52 10.5




100~2005+H 85 17.2
o 200~3007H 109 22.0
T 300~4005+H 113 22.8
4009H o] A} 136 27.5

i = HI% () H|-&(%)
oz SKT 223 45.0
KT 150 30.0
AAL
LGU+ 122 25.0
3uke] ojat 17 3.4
gt 3EH~ 4TI n gt 104 21.0
olea ATFd~5THY] mjgt 66 13.3
ST~ 6 n] gt 109 22.0
= 6T ~79H] gt 126 25.5
79 o] A4F 73 14.8
6.2 A7
B AqE AgAl 53 AS5H WEet A dEES AFESH] d&2

PLS(Partial Least Square) F+XHAFARFY oFFHHEA(Multi-Group
Analysis)& AFESHATE o]F flof & ATtolA= Ringle and Becker(2014)
9] SmartPLS 3.0 T2 A PLS &arelEor BEFAZFS Fstal PLS
boostrapping® 2 FolA HFol ZR% t-valueE AFEste] 2o ot +
2R A4S Ffstlh of=d olFEAAet Y AAYNE JFE &l

]
= 95t SmartPLS 3.09] thFHEEA (Multi-Group Analysis) ZE2 At
Skt

o
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Folgou, o] A%

A2 AfHe A=
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o
2d
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&
N d

le]
, gL BT HRYZR)
(reflective indicators)® ©]F©] =

AN SA ZHFRe oy, o

lo mo

S ow ofN

2 SAEWT ol Ax A A SAE
A7t EAsH=A9] AlE] A (reliability)S 2HQ15H7] $l5te] SmartPLS 3.05
Argste] FAAE T (composite reliability) @t &8 Gk (Cronbach’s )7
5 SASHIHh [E 6-3] oA Hi Hie} o] BE WH4E9 0701408
TEEo] Tt gl Ak E4Eade] SAHFETl WA A3 (internal
consisitency reliability)o] &2 st= Zoz2 SRIEAY, Te|1 ZF A
o] YHFEAFE(AVE © Averaged Variance Extracted)o] 0.5¢]%4¢]7] m&
of A24& H5(Nunally, 1978)st= Aoz I Al SHRYE
Aol Az Fol A=AE &Felstr] Hste] &4 @174 (confirmatory
factor analysis)& Bl HFEFFA (convergent validity) & FHEFFAS
SHelsi A3 [® 6-3]7F Zo] 7} 8919 HZAEE AVEZE 0.5014F
(Fornell & Larcker, 1981)0]11 FESt = Q2l&A&Fo] 0.548~0.948 /\}0]
(Bagozzi, Yi, & Phillips, 1991)0]™, QA ZFE] t-value?t 2.57(F2] &
0.0DXEe 27] "ol FFEFAdo] e Ao= &l =3l ‘jr. A= el *]
Hpo] gt HoEAEES Alud T A A71R
o 2F 2 Ae sRIgeExn mHegAdo]l FHESGZS FIskt
(Fornell and Larcker, 1981). T3t AHSE 7He] ATA L7 BE 0.9 9]
St o|AY WeETrY] oEEAdAd FAXI(VIE © Variance Inflation
Factor)7} 10 olstd th5-354d/dol =4 £ Qed [E 6-4]%t

ot

N
%0,
)
W
NFI

_54_



VIFgE2 1.1~34 #Edes g4 247 8l e

3 29l t— Cronbach’ Composite
AEs | 9% AVE
2 A F value s a Reliability
PV1 0.812 24.504
ol 554l
PV2 0.785 24.563
AF2714) PV3 0.760 20.700 0.867 0.903 0.651
V) PV4 0.814 24.932
PV5 0.862 29.346
R BV1 0.792 19.525
B BV2 0.885 26.614
e 0.700 0.835 0.630
H BV3 0.691 15.612
(BV)
EAIAF RV1 0.718 15.000
ool RV2 0.897 26.092
] RV3 0.621 12.195 0.777 0.857 0.605
FAZHA] A . )
RV . .
R’V) 0.846 938
[ 6-4] QXA ZF} VIF
+ B R AH871A] BHE 713 A 7HA] VIF
PV1 0.812 0.711 0.666 1.954
ol 54l PV2 0.785 0.435 0.566 3.437
271 PV3 0.760 0.425 0.591 3.349
PV) PV4 0.814 0.627 0.603 2.619
PV5 0.862 0.673 0.720 2.797
EAAF BV1 0.477 0.792 0.498 2.030
B L=pe BV2 0.582 0.885 0.622 2.233
BV) BV3 0.647 0.691 0.705 1.164
= 214t RV1 0.491 0.456 0.718 1.607
. RV2 0.757 0.781 0.897 2.208
A7}
RV3 0.425 0.482 0.621 1.302
RV) RV4 0.693 0.629 0.846 1.920
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0.018
0.252

01
.000

2.576
9.331

0.126
0.529

3.262
4.090

7}A]
(BV)
ZA Y
2 (RV)

(SA
T)

7}41.2
7F41.3
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:0.684
FA9F

~

(t:4.241)
R.-

0.248***

o554l

A-471H]

R2:0.637
AGAS
7]

gg27e**
(t:49.643)
0. 798***
(£:38.038)

—
=]
[
w7
[
=

0.126%*
J.529*=**
(t:9.331)

A4
B}

*2540.01, *** p<0.001
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(% 6-7) DAVZEO] ) as BAAT

A9 | FeRF ] R’ [ A=A% B) ] =2
2](1)
AFE7HA] (PV) [ 0.248%** 4.278
v 742 (BV) (SAT) 0.729 0.126%*** 2.594
TAZFARV) 0.529%** 9.612
21(2)
AFE7HA] (PV) 0.228%** 4.035
BHE 7 (BV) 22 9)8HREC) 0.671 0.123* 2.246
TAZFARV) 0.518%** 9.180
21(3)
AH&7EA (PV) 0.122* 2.328
Bt 71| (BV) o 0.056 1.129
FAZARY) FAHAFREC) 0.737 0.270%** 4.410
TAPZE (SAT) 0.472%** 8.854
2](1)
A-E87HA] (V) —_ 0.248%** 4.278
HAZ 712 (BV) &Kf) 0.729 0.126*** 2.594
TA7FA (RV) 0.520%** 9.612
21(2)
AFEZHA (PV) R 0.264%** 4,758
Heit 712 (BV) ﬁl%ié];ﬁﬂ 0.622 0.085 1.377
TAZFARV) 0.485%** 8.083
21(3)
AHEZHA] (PV) 0.160** 3.067
BHE 71X (BV) A k2] 4 0] 7] 0.681 0.020 0.357
TAZFARV) (CPD : 0.238%** 3.453
TAUFE T (SAT) 0.462%** 7.813

* p<0.05; ** p<0.01; *** p<0.001 (two—tailed)
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dojgo] A glo] AR
7219k AoFA 4017 o] FAo
744355 BAEA 9L Aok
Fealol el 3.6 AR} Akl A o PAle] Qo] 1
L L
Zol sl Mz AAsEen,
6-713 [ 6-8]7 @rt LA
Aol Tg nAREES] wiETE $AGH 3,
E7lA] — A0 B REAGH 31 :

., 7333 1 SRR EAMA] —

Aol o

T 7F uj7j
ko]
oz o] A 3lof 1t

ﬂ

=
e

&= skeAlel dis] 7Hd3.4=

Ao} o e

Ao
71 w7y




SO IAMAATEA] T EZYPLet Akr|&o)x|ete] AL FAIAL
mrEL o] uijaits AR PA M 3.4 @ o]5EA AMRTEA] — AFR&9
2], 7Hd 3.6 ¢ BAIA AR — AR &AM REAOR wizjg
Wb EAqste Aoz vepgou, 7Hd 3520 FAA BRHETIR| 9L AlokR]|&
ojz|ete] FA M= miAET E 26t e Ao eyt o 2 o
TFolA =l 7P Aol digt 7HaAT ] ik [E 6-8]7 2

[£ 6-8] 7MdHT 2IHFD)

A2 [ | A9 [ a7
7t @ Az | % | ax | g2
HIl | ASA@EV)—>a ATEE(SAT) | 0248 | 4241 | Ae | -

H1.2 HA=ZA(BV)— 7—’1‘ F= = (SAT) 0.126 | 2.576 A -

H1.3 A2 (PV)—> L WS = (SAT) 0529 | 9.331 2 ¢ -

H2.1 LAV (SAT)—>F 3 9] F(REC) 0.827 | 49.643 | A -

H2.2 | uARFSE(SAT)—>A kA £ A (CPD | 0.798 | 38.038 | A -
&

Ha1 AFE7FR (PV)— L A W5 (SAT) - - e -
—3 7 2] 3HREC) ikl
BAE7EA(BV)—>a 2 95 = (SAT) - - g | EA
H3.2 —3% 7 2 FHREC) AR
33 A 71X (1_3\{)—&7—3 = (SAT) - - e -
%71 2] F(REC) oA

g AFE 1A (PV)—>IL A 9 E 1 (SAT) ~ - A0 7

— 7 2 A £ 2] A (CPD)

als 4
Sk

A= 7A(BV)— LA W= (SAT)

=
anil - - t qy
H3.5 — A ek £ 9] 2] (CPI) 7 ij
A 7 A (PV)—> 2 AWFE T (SAT) B _ RS R
H3.6 — 7| 2kx] Z= 2] #] (CPI) i A

6.5 ZEa 24

AATEA] QA7F DAZEof 1] 7]
N=150, CA} N=122)o] wuat o
SmartPLS 3.0 Z2T0dS &8 olFFAANE BEATY Folids &l
Ait= [ 6-9]¢F Zor tFHFEAS(MGA  Multi Group Analysis)
V= (3 6-1013 Zoh AR Rl ARRZERIZE Ao mA]=
FOH4. D)2 ol F&AANREY] Zol7t gle Aoz dehd 717 FH3IHh

L oJgFo] o]EEAIAHAAF N=223, BA}
b Uehtede ssts] $jskel
A

41 o MY iz
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= Aol 5 EAIAHN=223) | Bol&&AIAN=150) | Col&&AIAHN=122)
B | 3= %taljﬁiﬁ%talj%‘iﬁ%tﬁg
= | A | eR Al A | e ol A% | e p
A
A
4(1.1 0.324 | 0.081 | %220 | A1 0320 | 0.080 | 413 | A 0210 | 0.105 | 2002 A
PV | | |
SAT)
7}
A
é.\Z/ 0.252 | 0,073 | 3433 ;_‘} 0.065 | 0.087 | 0.744 2 0.154 | 0.099 | 1.554 2
SAT)
7t
A
43 | 0328 | 0.072 | 4383 ;}3 0.552 | 0.074 | 416 ;_'11 0.515 | 0.104 | *241 ;_1“
(RV
SAT)
R’ 0.679 0.786 0.792
Fol42%) "p0.10; *p<0.05; **p<0.01; ***p<0.001

[# 6-10] O FBAAT GERRLH 23

- 74 4.1(AF871A] PV — ZIARIEL SAT)
Hudy | AZASs | BEex | AETT Ak A e o F
A°lEA} 0.324 0.081 223
BO]E/\} 0.329 0.080 150 | 0042270 | 7=

Ao FEA} 0.324 0.081 223
Col%Ar | 0.210 0.105 1oy | 08
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[ R==3

S 03 [ 080 [ 50 s |4
- 714 42(B8 =712 BV — IAWHEL SAT)

Hludd | B2AS | BEea | MEIT ar Aol
[JR==3

goéﬁ{ 832? 885 fgg 1.646070 77}
o

éo%:{ 025 [ 00 | 35 799765 | 1et
o

go%%ﬁ 8:?22 8:82; B(z) ~0.679610 | 717
- 7Hd 43(FAZHA] RV — IATZE SAT)

H WA | AEASs | BEex | AMEAY) r PECED
ol E

go]]i//:{ 822? 88;21 fgg -2.104130 | A
o

éoéﬁ 8:2?2 8:%2 fgg ~1.555790 | 7%
o

?;o]]%ﬁ 8:2?? 8:%1 };g 0.208058 7|2+

A (20t N=109, 3oq1 N=214, 40t] N=118, 50t oA N=54)o] uw}
gt Zpo|7t YetEzE E1(7Hd4.4~4.6)517] Slate] dHdid H=2A 9]
o8 gelef &= 7Urh [E 6-1113 2o a2 MGA : Mult
Group Analysis) A¥= [E 6-12]¢F Zth 379 TA7Ex] R% ARt
Hlwe| A 71ZbElo] Aol w2 2ol gl AR UEhdT
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[E 6-11] dA=gyE

AzA%e o4

- 20 (N=109) 30t (N=214) 409 (N=118) 50t ~(N=54)
T el t7k Z%E = 7k Z%i e 2k jl B2 | e t%kz
T s | on NECEY AECRES o | A% | oA h
4
44 ; ; ;
@®v | 0253 | 0105 | ;ﬂ 0303 | 0.082 | & ;50.321 0132 | & ;H 0173 | 0.138 | 1259 2
SAT)
14
4,
(B\5/ 0.159 | 0.100 | " Z‘l 0075 | 0073 | 102 | A 0112 | 0,090 | 1204 | 2 | o116 | 0.122 | ossg 2
SAT)
744
4.6 - - - _
RV 0.474 | 0.115 (4';1“11"()) :_g 0.531 | 0.080 ?‘6'(2‘7) ;‘HO.495 0.136 (3"9‘3*2) ;_'H 0.653 0.133 (‘“22"0 z]']
SAT)
R? 0.681 0.742 0.778 0.806
§915:%) "p<0.10; *p<0.05; **p<0.01; ***p<0.001
[ 6-12] AN FRBRA 2}
- 7Hd 44871 PV — NZAREERIE SAT)
H] W o AF AEAS z2EAt AME37] a4k e o] 2
20T 0.253 0.105 109
- 7}
30t 0.303 0.082 214 0.36557 714
20T 0.253 0.105 109
- z+
40T 0.321 0.132 118 0.40072 714
20 0.253 0.105 109
7}
50t 0.173 0.138 54 0.452039 714
30T 0.303 0.082 214
- z}
407 0.321 0.132 118 0.12231 714
30T 0.303 0.082 214
7}
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ABSTRACT

The Effect of Perceived Customer Value of Mobile
Communications Users on Customer Satisfaction

and Customer Loyalty : Based on Customer
Equity Model

Won, Heung—Jae
Major in Management Engineering

Dept. of Industrial & Management

Engineering
The Graduate School

Hansung University

Korean mobile communication market which has grown rapidly in a
short—term period entered saturation status in per capita penetration.
Therefore, mobile communication service providers are trying to secure
competitiveness  to attract more subscribers through differentiated
terminals, faster data services, optimized price plans for individual
customers, and additional services based on advanced technologies
compare to competitors. However, they were not able to have much
effect. And they have been competing through providing discriminatory
subsidies for competitor’s subscribers but regulatory agencies are
prohibiting the practice through legislation that they are not able to do it

further.
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So, mobile communication service providers are switching axis of the
competition towards the retention of own customers but theoretical
framework and experience in the industry for customer relation
management(CRM)  which is necessary for customer retention is
insufficient in this market.

Considering these aspects, this study developed measurement items for
customer relation management in mobile communication industry and
verified causal relationship between items based on verified causal models
among customer value, customer satisfaction and customer loyalty.

With regard to the market share of each mobile service provider and
population by region, survey of 500 smartphone users in terms of their
perceived value in the use of mobile communication service, satisfaction
to the mobile service provider, willingness to continuously use mobile
service provider and recommendation of mobile service provider to other
people was implemented on online. Then, by using the statistical analysis
tool named SmartPLS 3.0, research model was verified.

As a result of the model verification, it was able to confirm that
customer value which smartphone users felt is composed of usage value,
brand value, relationship value. This result shows that in the relationship
with value factors that mobile communication customers feel, physical
quality, service, and pricing system was partially discovered and there was
lack of categorization considering factor’s attributes. However, through
this study, additional value elements were identified and reliability and
validity were confirmed by grouping according to customer asset value
model.

In addition, the fact that customer value which users feel is the
precedence factor to the customer satisfaction and customer loyalty were

discovered. Moreover, customer’s satisfaction is partially or fully mediated
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to the impact of customer value elements on customer loyalty was
verified. Through this result, comprehensive causal relationship among
customer value, customer satisfaction and customer loyalty in the mobile
communication service field was confirmed.

Moreover, because the impact on customer loyalty by customer value
element is ordered highly in relationship value, usage value, brand value,
implication that it will be more effective for mobile communication
service provider to concentrate on increasement of relationship value to
raise customer retention was confirmed.

As a result, clarifying the value elements that customers feel in Korea
mobile communication service market where competition is very intense
was done and was able to investigate the causal relationship between
customer satisfaction and customer loyalty which is prerequisite for
customer retention. Furthermore, business implication of operator to

strengthen retention was discovered.

Keywords: Smartphone, Customer Retention, Customer Value, Customer

Satisfaction, Customer Loyalty
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