s
SR

mmu_.o
of
Al
o "
o
_x
U —_—
ﬂwu
-
Y
e
o
N
Ho B
ol
[
(T}

20229

o

or






oS EARAS] AFY Aol §FHo]
DAFSAEO A= F&F
D tiolmjEle] MAETE FAo=
The Effect of Communication Types of Hair Salon Workers

on Customer Loyalty
. Focusing on Mediation Effect of Interpersonal Attraction

20228 69 <



slolE FARAS] ARYACIA wF ol
AFA R BlAE e
ojieee] Al aTE Slew
The Effect of Communication Types of Hair Salon Workers

on Customer Loyalty
. Focusing on Mediation Effect of Interpersonal Attraction

9 =2

o

A=

1o

A /\].

=

B

9 =RoZ A&

ot

20229 6¥€ ¢



o]
=

2022 6¥

Fo~H (9

F

_,AO

A1

Al
=

A 2 (]D

e

A 9]

Al
™

2 0 3 ()

_%J_

A 9]

Al
=




A

7}

ZEARre] AR Ao
wiele] o

UAFAAE] mA=

D oe

T

5]

Gl

Tor

Tor

<

Tk

bl

o

Aul g A

1

SF

e)

11—
EE

]_

)

i

Bl

Qo] F
H|dold ARJYA]H (9 F

hid

st

ek 37 7ke] AR Al 4

ARt gare ARUAels

w7e] thop

4e AT 9
=

1=
—

=z O
—

R

o 1 IgollA

=

0

T

i
[e)

sf|of ol

1 9

floF
g,

H

L

0

]_

k13
o

1l
o

°

ﬂ_AlO
il

oA

A
B4

oA

™

ol
1__.0_.0
ok

fol = 71

S

=

9|
VA‘O

}

=

e
m_.oﬂo
ok

O_—’_
74

A
il

AR Aol

o
—

St

ol gle] =g

T}

FA i

T

—

o

_<|);|

=

ML EER R



o| Mo
]
T E d 50 R
== ™ B ,Nul‘._‘.ro ﬂ.m
5 - X
¢ mW®e F w_mmW@.ﬂLfr o o7
a4 5 = 3 o
- B ﬂH_ﬂuvLmo 11/|1u|1_._- = ol oF
; L R TR ; B X o T
IR OB oar T o laprawg [ Hooow
SEEED 3 ytrEEw. @ R =
mﬂoaﬂx%wom M o5 Ltﬂo%uunﬂ%__mm W%Wﬁumﬂmmlﬂ_. T
P_moxzuwﬁ,ﬂ ﬂ_.w_wru A]_ﬂumuimmoa_]ﬂo %ﬁ#w@&ﬁi X
mageﬁwfﬂ'&c T B%SQ?T W]dﬂ_/zuﬂu ey
- a J., _J)._Av —_ —_—
4%ﬂo%%u|uuu% mo@rNﬁawxrﬂ u_nnmﬂ%o%ﬂ Y-
o_mﬂv_%mwﬁﬂem% ﬂ%%o_LﬂJQ ﬂztﬂuuumwﬁ sl
! _T_ - ]]}_wﬂoﬂu_ - =T D B ,mﬂﬂu
ﬂi%@n%aﬂéﬂ ooy N o 475”%%}% 4o
JI ,m_ ﬂ_ol ‘,_Lol ﬁe i O_D : X G OE o ﬂmo oA ~ ,WE T — P ‘Hol o o T
S oo T X L S ﬂLamo,ﬂj o ™
Mu%ﬂ%%%%ﬂwa :mm_o”nm7ovﬁwm _m.LE.L_Lﬂm_M% Mwi
B w 9 Nm = ﬂ%ﬂﬂ _qn,wxoﬂlmoi o|
aogee_eoana,Lm_.qou uoLu,ﬁ_.ﬂ G ™
__u._H,luTHr._Zx_'oLA_'AT _ﬂuv1,£_o,,_...w_l‘o|%ﬁ7 MadﬂﬂLMQﬂo_eﬂ_ﬂ m_
JuuUSE%%J%% ﬂa%ﬂxﬂw_ﬂ o0 o ﬁEﬂﬁ%%
= Pﬂﬂjﬂﬂo ° ~d il —_— o0 T 7o ]
,maL_L4 s Voo B T = Lz|u|,1_| TR dﬂxﬂoﬂovi
- 5T (S xui7m_uﬂ7 | of W o o
R ; 4 ~ B ﬂﬂﬂu._ ™ T B =
8 o ] - el o) @ ~ o X = =
ﬂqm%w%ﬁww owww__mwwwww#mwﬁiy%ﬁww
_Iﬂo.D‘LIOJO,l = B o‘I‘L!q,mx_Juo _m_ﬂ_yA7O =
<! o Y th}q =T 5 o = X ° qAﬂuﬂmo w 0
.xﬁo_ia:_a%ﬂﬁ% %u:_wuL_L%ﬂaemmwm 7a17r7ww_m
) M = o < 1| sy o @ TH aria 411_ N o =) A = ol S~
__&Lﬁf%uﬂ%%ﬂ g oa%oo_evzviéﬂwaﬁﬂwﬂﬂﬂ&
% om T o - T o S A_L_;E%ﬂwom_L Dﬁloii,_b
zW%ﬂéﬁﬁ%ﬁﬁqudro,ﬂ%ﬂdv%mﬁﬂmuuurmwn T B
ﬂ@ﬂ%ﬁﬂ%ﬂﬂNuMH%%u%mH_noﬁﬂﬁmvwmunuweiﬂuLwﬂﬁm_m
%t%@_1ﬂ5%%%%%ﬂﬂ%gmﬂmwmﬂﬁﬁﬂ%wm%ﬂg
~ < o/ o ‘m‘l - O_] s
uﬁﬁomﬂoﬁﬂmﬂﬂoi,m&oawuﬁﬂﬂmﬂ%ﬂ,ﬂl,h&._ﬁoﬂuma
O ,ﬁ,%o_w}.%i R oo
ﬁlllU%dBELMﬁd'ﬂmH}LﬂA:Eﬂoo_Lﬂl P =
Wow g v = T SR Sk
wow Tt AT S
I
$Tisk

il



o

T

A
it

q
1

Q77 o]
ast 28

3Y

A3y

s AruUACl

5

ol

P19
e s 3

A

°

ar
o

&t

A
=

A}

ZAuAeld ol e
5f|°]

T

1—

ATAE AF SE] AUAE A
oA FARE] AFUAC]

% gle Ao ARg,

2

Al, ol-gA 2]

=4,

al

A

Fick. wetA SloldE FAbRbe] ARUAlL

7} Qlek Uhergt,

o

wl__\_ ,AIUM

T mﬁ

m] B
— oy

==
T

A
it

9

@7} ol Rol Y wfziet,

<
iii

2 @A77} ol2olA7]E uwn

A

o
F

=

ZlruAeld 79 & Aol ARYAel

syt o
o

s

15

8

J

A
=

17]

o

A, 7 Aol A

SppEsE A

3
[¢)

g

A

(F801] 7AFdACId 79, A8 AFuACIAd, vldod #FyAol4d,

Q THo= 4%



I /\-‘I % ............................................................................................................... 1
1.1 AT HIZ T BZ] s 1
1.2 GATLILA] ceeererrerensssnneretsttstts ettt e 3
1.3 AFHQ] T JLA] s 4

[ [ | - 5
W B = 2 o) B e P R 5

2.1.1 AFYAO]A TG corvereerremrsersimsinsenssinsinsisiinsiniiniisnes 5
2.1.2 AABUAIO] A GG wrereeeereeeerentntntststststiis e 6
2.1.3 AAo]A ABFUAO]A TP wrereererrermsmnnnisini e 7
2.1.4 H]A1o]Z ABUAO]A TP weererrrerrermremmseresiseimsisisssisssisesssessisesssns 9
2.1.5 H]Ado]d ABUAO] A FAI QA ererereeerenssssiitinnssss 11
2.1.5.1 E7HOTO] wrererurnrntnisiisietett s 11
2.1.5.2 FZFOTO] wrrrrrrrrtrestsisisitst s 13
2.1.5.3 QJOFOTO] srrrruererrenteiniette 13
2.2 EHC{IUHE_:] ...................................................................................................... 14
2.2.1 THOTORZE T woeerermermreeteesisiese e, 14
2.2.2 TNOTHIE] LA Q A& cvveverreinsinnmsisininiininsinsns s 15
2.2.2.1 FIHLA] ot 16
2.2.2.2 TG A weerrereresssrsssnssssssistst s 17
2.2.2.3 GAFA] rererererrn s 18
2.2.2.4 AT R GFA oo 18
2.2.2.5 TLEA] coerrrrrreenetst s 19
2.2.2.6 AAZ TRE] corrrerrerrnnsis e 20



2.3 17_114%/\35 .................................................................................................. 22
2.3.1 TSI TG correeeeeerrerereseseseists e 22
2.3.2 WAL JLA QA ceererrrerernsnsteiistet s 22

2.3.2.1 AT ZAIIE ceereeieiii s 23
2.3.2.2 FAILZAITL ettt 23
2.3.2.3 A H]AZEAIL rerrersissetstssss s 24
2.3.3 TAZALE} TAHTEZ O] THA| weoeveerersserserssserssinseniesisesisssssesisssases 24
IL AT T A cersereescssssssssssssssssssssssssssssssssssssssssssrssssssasssasssssssssssssosssess 26

3.1 QTLILT oottt 26

3.2 GITLTFAD ettt 27

3.3 HHZEO] RZAFZ] FJO] cereerreeneentiennitenitititt ettt 29
3.3.1 FHUAO]A GG wererrererererentieniitnittit e 29
3.3.2 AoJA FBFU A O] AL sererererererusssssstiitttstststsisssssst e 29
3.3.3 H|Q10]Z] FTBU A O] A srerererrnrnnnstatsisisii e 29
3.3.4 THOTHR BT st 30
3.3.5 TIZHZEAJIE serrerecrireerssetesssesssisessiss s e 30

3.4 ZAFPAL B ZFRZEZ] ettt 31

3.5 AEZR]Y] A T ZATITE e 37
3.5.1 FUIEA] SR IEIL v 33
3.5.2 Ao]A ARUYAO]A ZAJIETL cerererererereenentieistnett e 34
3.5.3 H|10]A ABUAOIA ZA TG IL crerrerrerrermensesiesnesieessssssssnanes 35
3.5.4 THOIURE] ZAJ T Tl ettt 36
3.5.5 DAEATE ZA LDt 37
3.5.6 S|o]AZ o]u|R|QF L7 ZEA T crrererrsrietsssisie 38



3.5.7 Cﬂ.?_ %7;“6_]'-14' E}_/l(—)] _f_;g-)]]__—r_:[L ........................................................... 39
3.6 BLAHFH Ol I} s 41
IV, GAFZAT D T i 43
4.1 QFEATHA EA s 43
4.2 O] LA H|A O] TATT coerererrrrrrrentnininisinisitittct e 45
43 ZA L] BTG QF AIF L BLAL crneniiiiiiiii 47
43.1 dojz ARBUA0]AL QolBA Ul AF L HA ces 47
432 H|9olH ARUA A QIEA B AL HA e 48

433 telofglo] QOlBA Tl AR T BELA] ettt 50

434 DAZAHTO] QOlHA W AJZ|T ELA] ettt 51

4.4 /B]-_T'I:]-_T":]_- ] _E_@' ............................................................................................ 52

4.5 FHAO] AR vt s 54

4.5.1 FFTI} cereersersessesinisininisii s 54

4.5.1.1 oA AFYUAo]Ado] tilufjEof u]Z]|e= JTF ceereeerniseiinens 54

4.5.1.2 21018 ARUAOIMo] Thelfo] M G v 55

45.1.3 Q018 ARUA IO NAZHES A AL G o 59

4.5.1.4 8]e1o]d AB YA o|Ho] TAZAL | 0|z T evereenene 60

4.5.1.5 thelujd o] TAZA Lo O] T crerveremeninennntieiinennns 65

4,52 HZ=0] GJTFE] BELA] v 66

45.2.1 de el digk ARUACIA GH] FFE B e 66

4522 TAZAEC] ot ARUAI 4@ FJTFY HA] e 67

4523 1A o Bldeld ARUA M) JFE B4 - 69

4.5.3 ZEE A} corererrernseenennisi s 71

453.1 ol AR ol nAFAE] AN Tilujle] w72
4.5.3.2 W0 AR oldat A YAl cilfEe] aazt 73
4.5.3.3 WRbTE AR e] Tk} wEEe] AR dif] d i 1

_Vi_



4.5.3.4 ¥Rt 7l Kol Zdletet A die] eI tiRite] viviaxt 7
4.5.3.5 ¥Rl A Ko eRfelet s dme] ek tiRie] vipiax 77

V 7‘_% % ........................................................................................................... 80
51 (;)i_;l_gjq. ...................................................................................................... 80
5.0 GITLO] AJAFR wrereererrsssssssmssssssssssessssssssssssssssssss s sssssssssssssssss s )
5.0 THAIZ T A|Q1 srevererermeerrisssssssisnssssssisssssssises st ssnens 33

Fh Gl L G et s s s 85

_Hi__ % ....................................................................................................... 101

ABSTRACT ....................................................................................................... 108

- Vil —



—

£

—

e

—

P

Bl

£

—

£

—

2

—

ke

—

EEl

—

£

—

W

ke

e

—

Bl

—

£

—

£

—

e

—

e

—

W

£

£

e

—

ke

—

Bl

—

£

—

£

—

2

E%]ﬂ% ................................................................................................ 31
E et e I 33
O EA] SR s 34
S B B E= R B E P D L OSSR 35
H| A 0] AHUFAO]A S crerererrnssnnisinissses 36
1o e e = = T 37
TAEA T ZF crscrssermscrssssssssssssussosssssssssssosssssssssssssssssassssssssssssossss 38
BOTAFE OJH[R] ZT werrrrerrersssssssssssssssssssssssssssssssssssssssssssssssssssssssssses 39
o [ S A 2 5 39
O] EAITHA BEA ZA worrririisisiiisiisseses 40
Y R Lo R 44
O] G AJH] A O] BB] crrreeeeessssssssssesssssssssssssssssssssssssssssssssssssssssss e 46
Ao)d ARUA 0|4 QOIEA W AIFIE weerrrereresseresssssssseseens 47
H]olo]d ABUA|0]A0] QOIEA B AIZ]IE errrreseersissesersennes 49
Tjoln 2l o] QO1EA T AT wrreremeniiieniisessiiesissainses 50
DAZALO] QOIEA Tl AR I crririisisesisssississsassissssssons 51
ot ARV ikl ARAPIA, o], St 71e] el 53
o]z ABUA oA} toluf o] B EA AT} crrereererrensenrnnes 55
Hjolo]& AL A o)A} tholufel o] J| AT} everererenennne 56
2709} THOIHIZ Q] B FELAI AT} wevvvvessssssssssmsssssssssssssssssssssssns 57
A 7F1019F THOTTIEI O] 5] F)ELAIZT} cooressssssssssssssssssssssssssssssssss 58
oloFololoh TOIuE O] B]FELAIZ T crrveerssrreesssssnsessssssssssssssssans 59
H1o1d Aol de] tijlmi=el mjxl= el Hiet A% A¥- 59
Aoz ARUAldT AAFTHEL] S F BB T oeeeeeeeeeeees 60
H[do]d AgyAlel At AAFAHLEO] S HZAZTf e 61
L I M s s Refe) B o [ S | SRR 62
H7rolo]o} TAMEA L O] B FBEAI AT oevvrevvsrenmsermenmsenmenisenssenns 63



—

ke

EEl

e B s |

ke

—

e

—

EEl

—

ke

—

EEl

—

W

£

EEI

[ B e |

e

—

EEl

4_18] 94001:(210194. _]—_1_7_]'4%_/\5]5:_9] ﬂﬂ_‘;}_@]@q ........................................
4-19] wIglo}a] ARUAeIMo] TAF o] HX o] tiet HEA -
4-20] ThRIm BT TAZEAE O] B]FEAZ T erveeererresssssrsssssssssssssans
4-21) ARUARIE fdo] o] Xt G 24
4-22] ARUAIH o] RAFALS] vAE A LoD
4-23] HRloYA AR} Si9lasle] A Hixf Gl BajEi-
4-24) o1 ARUAe) o] telete wils. 1A wA 9%
4-25) WIRIoYA ARLAo}e] el TR IR jxj -
4-26] BZ¥lo7} QS WA DAFH T ]
4-27) BZol7} QM e w2 DAFHE] HAE gk
4-28] 9Flolzt eSS WA IAFHEe A

4-29] WY AR TR ES) THAPI TR B el 745 -

_iX_






1
=

9/}

2
o At

o

=

o}
ol

ot

o

Skol Z1of]

<]

Q_I]_
a7 st
of Ao}

T

1—

o

A ot

51
=2

—

o

SHAl o]

=]
S

<]

=

=
=
51

1=

&

Hol et

(s

skl ot AEE A

o

1=

H

. AE

ZFA]

HAlelAde]

Stal, 1 gl A

[e)

1

ofo}

e 1A 87

[¢

AA

o]

2
T

SH
=

A&

=

—=

A
Z Ao} w7 7ke] 7

A H]

o F4=E &ol7 I

1
—

2t
]

o

oo B M T TR P
ﬁ&o@um;oqﬂl_ﬂ_;oﬁ
R
by Rm W W o RO
0 —_ ,_01_ |
(A o BCC B CT-S
T pmn R W
O}Lﬂ_%lﬂulo.*tﬂ%m__ﬂ
N o Nir FHo
EOE . (L
Z.*ﬁz.._ophw_lﬂ_bl__oa fw ,,W
e Nooot B ool gy K] R
Miﬂﬂ%ﬂwﬂ%
N | [¢] —

THEFgoarR < g
WL_Lo%%ﬂ.%Hm
~ B = T T
dlim‘lﬂ Eﬂox
2w K o N M =y
;ojlﬂjn_wraﬁ_.ﬂu
do X o+ N A dr i %um
wm T % P
Doo_odﬂ\/. Enn_u
W oo o N oW
T oo ® M T
A I TR %
- A < : o
M_ MM ma A Hm 8 ‘,.‘_l_mL i RC
o ¥ ﬂamwﬁﬁri
11/!01.._A|L~ﬂ|1_»n =0
w«ﬂwﬂwuﬁﬁgx
ﬂ%%ﬂ%mﬁwwﬂm
o N
ooyt ) BE sk Mok
o ™ N = =~
Z]L NS X e X
X E M R e X
on__o,._z.*ﬁNIVﬂ, ‘_IAO_H
T ® R R AR DA

23tg M

1

-

dolt

A A]
L

o Az olo]

H

]
| = A= 719

P = 222 A= A

345
oA

=

=



e, 2015).
AFUA A
%, 174 HEE
2015). AT} A
ARztell sl 34
9 HER olojd 7hsAdo] Erh wi=i Aol wet
old o] ¢ Holgd Zog Hyrhow Tl i w

cie) WE olZ Holiz Zo] FHEHGL Au|27E

gol ohe FARe] golues Aulse] HA7 1A
A= Z2Q3t Wag ZeE 4 9
H| A A A ZAALe] dlolmjde pAMoz oz =
QI F{7HE WeE=E feshw 19t Hot
E A

B iy ZIO

rir
o
)
0,

?ﬁc”: o

Mo
>
o T
o

F

= IL 2 i
1o 1%
>,

24

AR
=2
_IFU
H1
=2

3 QA A S

Jlm

2 A J
A Aol Aol wiE Al Qe YRFEHI AFYAClA A
oA BIIsHA =L ol=jgt BrHe AHlA FET nARERe]| W g
< FH AR mA= Gkl webd 1A the dFo] 247 o
2ol Aol miga ARYAlA T8 A AEEE M 4 Qe
Fa% 9oty 7|E Ao W2W 1ol Au|A FHS A7ttt I
= UAs Y5 F ShHE AHA AFAEY or|RAE & 4 ArH(Zeithaml

and Biter 1997; w4, 2010 Aol 3).
AL = ME’]*C-L*}O*OH



R o 472 2
e ok 2 A g %—A}X}PJ gloja, welelx] ARUA AL
qastgon olSe] i g °]

-

My ool
U o W DA
o
>
D)
19
L
l-'O
=
%,
filo

. o’-?l[l
o
ol
ol
rlr
fn)
o,
9
)
I
o
N
o
N
=l
v
)
o
20}
Jo
ofll o
10

1.2 97=A

ok
2
@
el
£
é
é
E
0
=)
N
ol
i)
ol
z
O
il
Z:
_E_‘
HE
k1
re,
-
10
Ja
iy
ftlo
L
oN 1r

PN
re,
-1
40
2
<
b
9
1
of
N
>,
D)
1o
N
3
v
é
T
rlo
L
l-'O
=)
_‘\‘LI
=2
9
&
ol

RN D AT SAA AR FIE 2ATYA ol

(@T7EA 3 '61]01*5% B4 ARUAN fst 2AF A oo



n_An_o

Tk

oF
Gl

B

BRI

sgom FAHYon, 7

=
S

A7E

=

A, apEgiet 7

Qo] Wi B, QLR

©

=2

[ A

—_—
file)

o
X
B
o
K

N

ct.

B3
iy

il 715t

9

Aol o

To) el

AA]

}o
=2

}

=& AA

T

T}

a

%A

XA}

s

ol

w

A7

T
ol
Y

K

M
w

~

——
fife)

ol
Yy

o

oF
It

g/



2.1 AFYAelA
2.1.1 AHFYA o)A 7id

AwyAClAe] AP ojul "oyt &, 11 "] A, Eé, =5 o
9= o]FolA ALEZE Az A7 L7 uwrelo] JHE FyHbL o]7o]
ok AE e YAfATOE —r@rﬂ‘ﬂ A== 74#‘471101 0] ol
T5(common)FE FEx FH3tshare)ths F9 2ol ‘communism'
FeEen, 354 EE A9AEebs B2 Ad community 2
oje} 71 Ber} Zrh(Rpul, 1992).
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tH(Worthington et al, 2000). Somerville(1982)2 ¢

T B2 o] ol AFyAelAde FAlo

ol mEr 2 fgiHeS Bt wmE Q] Ad 5

ARUAlAe] FHor yAozw dlo :L;g;g]?_ 8= Eolditt(Jandt,
1998). ARFUACIA-E dilEA FAdel QoA F A 5

Q9] oxjg WeelA AR el oAE AYWon] o] Qojr} AS
=3 = =

2e 27 SEE 2240 Ane ope



ol ot

S 2H RS npgf&o] YESH IAE & A, 49 mede 7
a dew ARguAelde AL TlxE 01
€ GAaEY RE e Tk, ole od Aol osiAd Aol
44, 2016).

)

(aL
2.1.2 ARUANE %

ArUAClAE = ool A Atolof|l UEtu= AeAgA o
< ZARUAelde Tl A4S SJAE ®EEShL HAS wesl
7, 1993; Berko - Wolvin, Wolvin, 2009). #HRFY#Ao]A
oA st ol Fol EFIde]l avAQl AeArg
oA oJolE Zr=th(F 48], 2013).
ArgE 7He] ATARAA AFuAelde 7HE 71221 JHY Wi
A ArUACld I A dolA AFrUA I HA A ARUACIA
o= FESE A1, 2009). Aol AFUAel ozt AFUAlA
VoA o] HEAte] dojm FAH BE HAAE ofu|shA|Rt, H[lojA A
FUAClAS ddojA HARE ALt BE ARYAold HPoz Aosta
UTHFF AR, 2008; AAL, BFF, ©]5]=, 2006: 1L, 2007).
AruyAleldS FEsh= 7 F 7FE ®ol @?Z}%Q S w2 A
Aojd AFUAolA, HIdelA AAFguyAolde] E77F Jloem ddojz 7
yAlelde &, gt 5o dolE Fall TASHA =W il o]=jt ¢1of
Fst Bl AFshA "Hek(F A6, 2013).
L AA o], 4dl W9, BUA Az, AAH @elH vehte vlsiol
UAlelae ela] i Relazos ddold ARvAclde g A
oA BB L5 AU TS, 207 T
A3t Blglold ARUANA % A4 3
o5 #ARUA e 7
HAZ] A= FAISHE Ao & o et Apded

= {8l vlddofd ArUAleld] 75 Fa8/dl diste] Bae 2 =

rﬂB rlo

ub)

M)

l

TR V= N | = r\o
rol
¢
>.4

rol
AUREE
>
i
)
nm o4

fin
-0,
S
lo
e



CHFE®, 2017). ARYAIAL ul BT AHgon ELET Qo
ARUAClH Bate] i Basin gt mog AbgEe] 7 shape] o7
o whet oel 71 WA AolErH@EA, 2000).

213 QojA ARYACE A

Aolq ARUA AL A 75, 27 ARUAClACRE FTRATHIFE
2, 2020). F5 ARYAolAe] oF 75%7}F o|F1 glon Y HEZel §
Elo] olo] ARYAolMolat & 4 ti(Mansfield &Bahniuk, 1997). ZH
e Bt wE 9 de, 542 fod 52 tisiet gio] olsiE o
5840 §REE 1A o]Foldl= dojd AFUAlAS Aolrt
(Jandt, 1998).

E5] dojrt AEHS 27 feiAe - Ayt BEYsty 4
o= ARESioF St oA to=a FAIAY mhgHo| T

g 5 glon 4R 3842 7T & UH(Worf, 1956).
£ ot ARRA AEs Ioid, sARRe AL

HAZE HFot=d S5otA Tol=o] AtHGunn, 1994).
I AW FujE FESoF St 7| Y
kol A, AR 2] AAlA 1A S ARFS & e PR &
Jg = A i}

g A F sl 2A P GholA

o

R

nd MS. Park, 195, ol 2R o] Aol 25 BAZ ol
17 st Sult RAEA A 3
S WECDodd, 1982 AN HHOA Aol ABIHE A4, 28

:
2 9=, AU, 4Pl B e, ANTY ojHQ) asFo] LA



o} SFTH(Price et al, 1995).

N|r

Tod

i

zo

of

LT

=

, et gAgle] Al

<

ol

oju

AL
__OO

o] Qlojm ARl o]

L=
[e)

E AA]
ohal SRR, 2005). ERE, dojF] AFUA oMol

ol

o
Hlo

N

o

o
ol

o

£3] dlojd ARUA]
HelA 7199 mAY

ol o4 AwuAolk

ol 3

=

=
—

Z|7g =k, 2003).

Akl A,

FL o

K

5

o m¢ S8

0

,_._m.o

gl A

1

-

1}

]_

-

;glu

Al
3

—
fife)

ol
ol

B8r

1l
—_
fife)

oju

oju
<R
™
o

i
%

A

g 49| ddofd ARLA]

Z]
=

o]
ofuet

=
T

tH(Worthington, 2000).

shuiA] glofd ARYAe]

% qltkEgel, 2013). 1A A st 34

A7 AmEL ofof] duke ¢lojd FFuAo]do] o

S
1

-

o

A=
]

<
floF

0|

=

=

oH(A43], 2007).
o}

o] A9 Hx
oA 1

o]
H

9]
Aotz AAFuyAeldel o

%
HAIA] 8 Bk
)

>

Z]
ot Zlo|t}(Jones and LeBaron, 2002). ¥4, 3519

ek

e

Az w7

’

g5}
9

al

aQloz QA=A Sohax|Y, 2017). Auls Aot

aAse] Qlold ARYAoldo] A Ao

(&4

Tl delA AFuAolk

, 2017).

il

o



214 H]lol® ARYFelH Ay

ARYAIRE AZPANN A5 7he] 2Tl <lo] Ei HglojHl
o B4 o2o]Ar}, B8] o7} ohd th2 W Eaq ARUAC
= Ag HQlo] ARl slger(andt, 1998), Hldlold A

SE S A= e HEE w@ske Aozt oSt tt(Birdwhistell,

[¢]

H[ojA h9l= dold] AFyAeldes BAs) & 89 ofygt 1 AA|

= = °]&°] A=,

H oA AFryAleld 7159 S840 AMEA JAEH til AFyAlA
AT Fo9] o BES AAsH HAH I+, 2016).

dojZl FATIO R OAtAFo] FELt AL Slout HHAL Ao

= 5ol A2 Azt vl AEFE

W& Z-8oto] el AHS el

55| 2HAYSoh(Stiff, Corman, Krezk

and Sinder, 1994).

BH7F oot A2 A 1 ouE olsfishA] Zole el AfHiHo]

AgShE H[dolA BiES olsfistA] #6h7] wiEolth(Delmante M, 1991).

o|FA AAA, Had, A=Y, A T oy 7HA] Hde|d REE tiF

Bo] ARUANA AR dojHel BE} 3, He Sy ofnd

HjQlold ARUAl M ofd RRE 4D u) ol kAl A
B AT SuRts AR 719 489 JEiAd AZe L sgo
o welola ARUACIML Al 4 Aeiet =g ALY ) T8
o} QIzke] AeAele] QlolH s, Beh EE, ofF, Rl £EW 2L
AT HEE ofUst RolAdel Byt oY &7 o2/
947 Eb ooz vehtn, AEAETHE ARUANY AT FHoR



wiel, wlelojis Ajele] Aot LAe Adshs A Wb mmbdel Aow
oreld glrh(en|d, 4314, 2005).

A zrel ARUZelde] Hdlold ZHe dojo] Abgo] gl 7w
Ao A% @ejoln] mAo] Lyl AAL B ° Yold old a
492 FQ3itHSundaram, 2000). ole] wheh BATe] AuaLg A Aul
AEAe] ARl Haos wAcH FERFL e Fag 240]

tHAS, 9%, ©]5]<, 2000).

S, AH|2AIIAE AHA AlFAte] ARYAClA 9 Tl 14

2 AH| A FAg mpofelal glom Egh HHMA E40
FAdo] AuA F4 Briel Fash Ilo] il ofmf, A
] AFUAClAE Foll DAL AHA AlFgApel| oigt
A Asstal o(g2, 2009). 1882 uA
AH| 2 AlgAbel tigh Hlold ARUA AL Fall AH|A AlFAte] gt
Aol 4" AL BT ohE25, 2009). HAA A AFYA]|
]

Mol Z+A gAjof 7P AH Al

oflt

)
A
N
2
of,
odl
filo
=)
rir
o 2

2
ofN
<2
>
S~
R
[>
2
ofd
Y
1o
ne
i
Erl
o
Mo
kl

QFe M o2 AT YA, 2007 WAL, WER, ol3ls,

2006; %4, 2002; Dodd, 1982; Jain, Poter & Samovar, 1981; Mehrabian,

59 AH|A AlgAtel 1A gho]l ARjUAoldo]l F4AQl
AE| o] 2L s oA AlFsheE HdelA] AxUAelA
IS0l Hrkstal A Zshe Ao tigh dge] FaAdo] Uk, o
£, 2011; Gabbott & Hogg 2000; &R, 2017).

H|oj A AFgyAleldel B4 E]r%ﬂr ol 7‘4943}@':}(710%, g,
2004). A, ApFe] 75S 7HA L
does et glo] s A5t A
om7t AAREI YA, AFdo] &2 9]/\}5\-% FHos FHA(SE,
24, 2004).

CHERE 2ofell SlofA] el A
Q1 g4-old, HlQlo] AxgyAloldo

™
R
[>
2
> 2

i rlo

R
I

ofl

S oldfish=d Aol a4s2 7124
}ﬂ@ WFOA o]F 2= 60% ~ 80%°]

o i.ol.
A
il



ojulddgo] o]Folxttal sk th(Leigh and Summers, 2002). X3} AH]A
< HE AHAA HAoA 7)ol HE= o]zjt HA
ojZ ARFUYAClA SHEY AH|IAZE tid DASA oFA AR U=
S FH(Gabbott and Hogg, 2002).

| olet &2 BdolH ARYAlA Aol FoAdo] Rz wet
ole gt AF-Eo] &dstA AP Q= FFolth (4, 2016).

A& AlsAre] B A Ajy Aol At AHjA %21]7} e BAE
ol QY H AA|Adol= Aol AH|A AlFARe] 1A

|

Ae 8dde FATEHES, 2000).

)
4
juta)
)
12
ol
oL
o
Oll

= al
A el e Ae v, A9 Anels B3 ERg
o3, 2007). webA Q1F AuAS ABSE Au2r]9Ee Yk
ARUAC AR Hl9lo]d AR A o] o] 2710 ot

Zof

k1
)
i
2
X
>
=

AL 8 AR FHAAT DAL HEsH b ol anE kol
Aulz EA, TARE, A70A FEY 04 §AE Suske b 9dold o
% FHHOE HEPTGE 2L Ao} FrHS, 2016)

2.15 Hllold ARUA ol THRAE

HAold AxyAleldL Au|A B7ke] lojA AHIAE
o] H|ojA AFUA o] AL UA|EH AH|A FH %35} A ¢
2 3FtHGabbott and Hogg, 2000).

H|do] ARUA S AmH7] fJste] FAHL4E S+ (Proxemics), 73
Z¥Aol(Paralanguage), 2110l (Physical Appearance)2 E-75FtHSundaram
and Webster, 2000).
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1=12=3
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1

=
=

1

S
Lo

1917}

3

gololch A,

(touch)

1

-

=
=

tehy

1 4

°

=

FATHI AR, 2017)

AlE ZFel F3H A et BEd A soem AW
[¢)

4 oh(Sundaram and Webste, 2000). Zgoidzte] zpA 9 A FA=

Q14 Azle] ¥
Al Tt Zoln], &

Q Q48 Ao
ey SEACHASE, 2020).

L =
T

1

1

chRkEE
kL

o] A4,

el

el
TR
KM
2

h

—_
Ife]

‘|_

Qao|th(#-23], 2000).
32 vehfo]

A
—
Ife]
B
H

el

Tod

Bl A el §718 BELD

=
=

ol
o

ol
B
H

o
N
%0

Mo

I A AlSARel Anatete]

<]

2000). o1A¥

3,

o

Fhech(E 8

hie|

{4 %

T

h i

<)

—

Ul
A

B
o2

o

)

o

H
r

&

ol

AA zolHelx] Ay BAA

7 AoHEAE], 2005).

A7t mAe] A A

3], 2007).

ol

Al
©o

stal, Hidj=

7}77tols

1

-

AT

O

_12_

FtH(Mehrabian, 1968). 2 Ao A
HIAAF2e Ay 0] AMulA H-o|A Aol thatA o] HAA, o

°

172 A4



s} Ao) Fwl AHEe] 91X W hEFERre] AEa WX, e, F0EY
2& B0 FogtrhaAsl, 2017,

Falol ot Ariete] A He FhA 92 duishe] AT F
Zre] 2] s SlAbagol AW olFolAn 4T 7he] BelHA A
L oguse PAUE ¥ BuEE vehdnn @ & UtHASE, 2020)

MBI AALA A AL AE|AAFAES] Aoy 8-S 31 AH| A3}
o] ZHIE QIA S EohE 1 S Al TS wjo] o] Fyolet o] E
AHAe]  AAZFS  QlAISHH(Sundaram and  Webster,

Hl 2 il
2000). =749 B4 wet Aol mEd AHd HE2 = A oldl

Sl
S =4 & don, AFer W oigh QlAS ARAA FU|E It
(Scherer, 1986). T3t <do] A7 ofyel <dole] A4 A} A E o]
AR AeEE 2 YUetdich(eu]d, Als, 2005). HFES Z4E 9

2%
(VOC&D, —]_LE] 37], T,-Z](pause) TZ]—oW—(ﬂuenCy) %_04 94/\]_0110:' Qi B

sto] dojAQl A& A A5 HoHSundaram and Webster,2000).
2.1.5.3 Q¥

eleFdolgt ARUA el oA Yehhe HojAQl a4g AAAFNA U

S oJujtta shukelsdd, 2010). E35] AT FALE
Ho] Hro)zt A}fﬂ@ AR etlE Hldol 982 qrh(en]d, 4%,
2005). HAo1H
g4 g & T, AA

o maolr] S Bk Wl Fd= A

Y
2
_l_J
Sl
L
&
o)
r
)
R
ofN
ko
ot
=l
Ao
o
fru
1A

juy
I,

_13_



I B E v =Y IS Fth(Kahle and Homer, 1985).
A& AlE A A 94 AA A mjga} o)t Aol AT, SR
oftzt 7O A dEe] FFS mIAL Ao digt 117 @I FF=
) 2] A Hth(Sundaram and Webster, 2000).
Baol gtz 715072 AAKHSTO 7%, ERlof Higt oo Ed}
o

AEA 715 Sol glon] 4Gl AAT AL Lol £ 74
NEZGS ST 5 Y SAHASE, F2Y, 2004).

al 4
YR olETHRE FaSiA, 94 obErhe B 447 ujlo] chke
Mol ahdol A FQ3t S oh= Zor AEA=tHHatfield and Sprecher,
1986). Tgh, AHIAA|FAFE] wi=E Al Q= 37—]101] I 2o A= F
: ol A wjEolu slol e, B,
1A Qlol AtglAo=m Q=
0]

gog JUE afder ASAZ # 9de o] "ol 4, 2008).
2.2 diluiE
2.2.1 tidmi=Ee] 7id

QIZF2 ARRAQl SEolEt EAAE Aobr] ofr] mEe] A&Hom
o eGSRt o] Aol g AAY 2
EfQleziE 2%t WrtE Eon] doprbA Hr. of
= Brietal @rht= | o A8EHe Ve F shve
SgEold, ol2fet afe] g AHste T8 8 F St viE o
lufelolch (A=, 513, 2017 A1-9-H, 2019).

o,

2, ol dgel sjele] ea Lok A 2 GelA sael ke

uE wolgeld 4 Jth@EE, 2020). hele] qdekm ojA

AFH AZto ok u) viAEARE Rt 54 ZHT
S

W ko] glo] ATRRE Agelt saw 2

rr
)

_14_



ojwgt Atgto] migo] Stk AW AidelA FHHA HFL FEot
of, 7 Q1 AoAY A&HEHo=z e fAsta Aoes 98g LA
gt §Hd migo] glohal oA A= stola A A8 fdst
2] Zote] Sago] golx = Rlef 19 A G A o8-S Yo
A Fot7] wige] Addiete]l AL A&HoR {R|EI|7E ofH 7t o]
oA w2 AEH BAE FAS] Urke d qlo] wi$ Fash o] 2
T e, faE, 2001). oot Zo] miE2 HiRITAE AAst 42
st A 1 PAE fASHY d2 75 Efdos]s e Fa% &
Zolw ol2|gt WiEe] {3 F thE AR BANA AdHlES wiEAlT=

th 1ol H (interpersonal attraction)©]2tal SHHEETF, 2020).
ol tiITA A AHiolAl e 7= AP, o|FA wEgs 7
A He 54 didQ diide 4848 A SR8 eE HrlstaAr st H]
T, A, ok o2 HoHH(Montaya & Horton, 2014).
S BRI @A He oy BA &4 didmige =7ls il

Ae AAAHA S84 s 7HA =W, A& 1t #AE

2b 8l [ A5k Aol 3 A%t 5o WS Ho|HA BAE A& Y
12} st A ZASH(Arona & Lewandowskia, 2001).
ATACNAL WEF' 2 EA diidel gt 459 = fge=z ofsf

o

25 e it S2 geretn olpdsen Qe 5

=

2.2.2 Hi]lvj= o] +4a4

gfelte] AN WA He fluEe G F& ‘Qrfets ofR



MAel AnEA 474 E@E7 s, A olHg AR mdsh] $19)
e 949 Ausel Belske AREA o] AAHelel B, Aol
2 WA H Aol g gamee] A7 9 gme] 9L mxs
o o A B4 A4, s, Aeueky, 191 A4F o)

e e 1Sty 1 S FIA ST tH”Oﬂ gt ol EHEU
7 9 ALt AAEIL AEHA Eofk A9l= ofyt AH|AE o] &5k

Y ool whet 1 o] A, wkg, WA A
o], 2016) AH] A Bofo] A 449401] =

—

fol
oY
10
+
5N
=
LNy
o
)
o,
_}L
H1
fft
i)
1)
pa
2
Al
2
)
o
>
e
nE oy R

Ao] L7z

SO e B T G P 1 BAL LS

12 A% Aolw 1 PAE A&ste 9AE B otk wehy 1A
1

A ol FAAY sHEE 5D %

o g L oadle 37 w7
B 4 odbd, 3 WA 9uA B4 29, F WA AQd 54 2]
oloml A4 EA acle Aele] AAA adogs dyse A 4 9k
(012, 2016). H58(2003) AFelHsZe] £ AFE GafHe 89

Sz ipo] Aistal jich Aol ditt 2 ko] AAAQ FFS A=
tidmf=l’e]  gRloles HMEA(Familiarity), 23814 (Reciprocity), -FAHS
(Similarity), “3oH2Hd(Complementarity), -4/d(Proximity), 41412 #f=] (Physical
Attractiveness) 52| Q2lo] QIthZ-8H1 2014).

2.2.2.1 44

oj
_O|L
I
u
x

A8/ (Familiarity)2 tielmi=le] FQ3t Q9
A5 HstA 2 B o=

3 |54 Abge]
= AF &
152 5 ol g $eo) A4S F7H)
5]

A ool g

S
o, 1 98] 1 e &



oAE 50, dlojit 22 B4 FhoA 54 FAEE Bl 245 &4
ol digk o] AAUA Hot, o|ZA B4 iAol dish WEdS =
A He B $Ele I a9 e ol "ekelks =704 AL ol

1 2 9S24 4 A thBronstein, 1989). AFEES

rio

o
o

fu

n!

T st g5 Aol wah 2 Aol dish 5§ & 4

Mo oZ mu I % i N o
o
)
= qu
>

g 5 SA

e & o uet duht fARER] 22 e & Fe=A A

of tisiA oE 7FeoiAr TAE 24T 4 UAth(EF 58, 2003). SAH

ZAlo] &3t Ao BEAS 1S A BA 4E 1 1A O
o Zol ¢4 2 7197F FojAH, 11 1749 PFo HsH & 5T 5 3l
Al Hoh mEbA, 27o] gl o FAMYS oE wiEo ¢ uhgo] Hekhs
A "Jga & 4 glow, ARE I F3t thE FAREOA e ARG
20 9 Het npgo g AHAE AledE 4 o

2.2.2.2 A

o4 BRI AR 2OE HELNL AZE ste AS Yot ol T
Aok SR AFES AHlo] Folshe A= Folstal A7]7t Bijle ot
ShH 1 AT EE S Folsle AAH Adsks Aol e de
a4 Ath(Berscheid & walster, 1978). WHES] AFFE S+ EQlo] AR

ANA ToE HIEAY A F= AS FolsiH, o

2 7
3 Apdags] Bojg Holw s) FA Ho] Az 7k Trto] FAE of

5
5

wlo] Hzke obHut th2A olAAel shel obEe AHom =AY Jrg
A3 Ele] B @] 98] molE WEAL sk Aolr] wjEe] A
5 S A0R 7)) o] WRolcHBETF, 2020). 5 TAHL obF

A 20| glo] A= 7k Tojet 4
1989). DA EAHte] BAE Saolet
ABHL W TN Az Tolel WS Lhen AR 7] TS FAA

2 4 91, a7 1A9] e wEme FHLEE ool 4 ek

_1’7_



2.2.2.3 §AHA

A (similarity)2 S 2H4l 0] 011: Bdre] Fede T e

2ol et ArE ofmjjith. AFEE2 i Ao A FOSh= ARl His
Ae 3840 §hg-E Holr EPJEPX] U AdEdAE #3880z e
st= Zom delA Qltk(Montaya & Horton, 2014). ©h& ArgFE©] A4l
A Foste Ae a7t 222 A5 WHSd AEY AddS A=
RAog Ayt Aol AAo]

gomm Arm7b rial wosHA "ot o]gA
w2 A He AL 7 dojar wEbA olddt A

S Zotsl "ohEHET, 2020). ¥HE, ojeke witiEE 7H4
AA Ao oA KA EIF AHE =AA AL AAHe
2 lofstAl "o =Bg ojudt Al AT 7 FE9 BAHAE 7HA
Aut vzt FHn] S oshAY TuA 2 HAA At

gt o] gg ArdE 7R Qlohd 1A =
7A@k Morry, 2007). AH|A ool 1AM} FARRL 4R 1He] A

Eﬁ
o

o
2
)
in}
riu
=2
1%
i)
fol
oy

lo

(Similarity)= QIASHH, % A= H5 9 &2 Widel AHAE AlF
< Zolx, 1AL A&EA o T FAAERE ABAE AlFTody & Ao
o},

2.22.4 A5 HAA

AT H M (complementarity) 0|2t AFEo] A2 HifE= BT SHE
I AFEOA WiEE =7A He Aolth &, ARESA 845 7H
AFFES AZA ol EYAY migs =2 kAol Eoh A& =l AU
71 52 Y 5F &7 52 ofvle AoHgAor Ago] o]Fof
A AU &E SHAE 4 Vel 1 52 & oledral skl A
oA AigolA wide =4 7Hs/dol = olAdE W Ad= 7Hd A
HEo] AidelA migls “2ne H2 didwg e §4 5 skl /AR
W gHtEE Ao of A" 4 AR, AMEAT olERt @Al Reg mAd



oW, FAMIT Ao HeAd2 shte] BANA SAl TAY +

20
I
I

2= EQlo] 71 ofHgt SWo] uet fAfsithe e QAo M il
= 22 5 AT, B e SHo e AR oE S9S 7HA 7] "iE
o wigS 2 4 k= Aotk (Montoya & Horton, 2004). AJH]A @&
ol A TR FARRRRE AR Ho] HWrhe AS & Hol 3= Y
A 4 o, e Az RidE= SHe AAte R migs 7|1 =
2 SAEE Z2A 2 5

2.2.2.5 THA

7374 (proximity) o3t vetb ERRIS] AL AIZHA, 8, FAZ, <l
Hog 77te AEE Au|FHEEF, 2020). 284 BT= tielufE oA

Q% 9IAE 2 Astal ot AA, AU (Familiarity) S 71471+ 47}
dFzolet. Aula Zopellq d 1914 7oz Wl FFolshs Az
OE IARG 23 g Fa ojeiet ARl HE2 O AARA =
& PN & A BA. $A Similari) T} EolA] B Ak 57
S99 SUHE DAGE TAEE 29F Basdd 35D AL A
= Aol 9t L2 A4S ARG, Adel i

W ARG 7Pk AFEe] H
755t &Mﬂr. % © ¥ e AHEE T AFE UHEA HY B
TS FolobALt AR A AL ok o] EAR oA ojme
el o

st & o EEAer Tpte] e diAdelAl @shl o 4e A

2

POUR(I
Moo rlr oo

e

= Aok UA, 2/ (Proximity) Bito Q124 Ao 7]
A 499 & ek St dolshs Aol dol g7t 1 At
op = ol 2a zAlo] oju] & o]

gz o
A= AHFEES Eototd+ AdAAQJ] g “7A "Ht(Jones et al.

o mwo PN
oo o
Ll
s
of
o

N
(@]
(@]
=
N—’
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S

t(McCroskey et al, 2006). 1

of 2 (physical attractiveness)©]gt Apgre] 41
0]

A

]

A
T

o

P2
of Aty wotHo] wEbA

A

Al
]

T

2 aqloet & 4 k.

1

-

)

A

2.2.2.6
(people industry) Th

ar
.
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EEREEX!
1
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I o
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w X
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of dis] o=o] 755 Hezd sHErt PG SHoHH
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41l 2014). AR 2=
2ol TS WA B wh

A
o

(familiarity) o]t} FAHo|AY =

S o o E b ook P oo
)
il
rr
KT

“Y/d (rewardingness)o|t}. o= ZHAloA EHALZ —Zrﬂ‘% S

At B Qe AFES ol "o Qulo|ti(d-¢-Hl, 2012). &, Y
ook AtelA Adides o 345 7HAA =Y o 2 dit

g AHES Fotste Aolth, AR = IAA 3 (cognitive balance)©]
Al dRbA o s 24T} ojHolu Azbo] gh= AlgS Aosithe= A
o7 AFFE dWtHow o]t @& olF1A oh= Aol Yot st
(4=, 2007). AR ZE FAMY Simiarity)olot. A2 AR4lat WSS
E4E& 27 AHES Solske Aoldh 2T /\]’6 B AFolAE HE FAF
ol tiel a5 243 e 8% 8902 FeHth(Montoya & Horton,

2004; Klohnen & Luo, 2003). npz|eto 2= *111]7\4 tf 2 (physicalattractiveness)
olt}h. Kaiser(1990)= A& m& Ao] g}elyto] Arg 2o <5k m|xH
B, AlE wojel 22 Zoblld H& AdeHuti skt AAA uige o
ohAlRt, At a9l F shuolH, g 2ol sdsittd o gl o
= FobsHA Hotal FATHEIaRE, o914, 2004). FARAE ol 't oY
{45 utefste] IAAA oS olEolHil I FAA717] fl't =¥

2 Bo 2A0] WET FHEES AL S glojok T
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I FAEE S MHlayg AlEe FES] FiskAY Aol&st= 2
1M A5 g ZHst= JHdelti(Han& Ryu, 2009). & 1149 &
gt Heliso] oigt A%, HE, PF wkgorm GO & 4 Slth(Engel,
Blackwell & Miniard, 1993).
AAFAHES] Folr 87,
off a17lo] wkEste] EA Al W AHIAE WHEHOo R Fujiste =
gz Aolse /54 W wEeR Adand ok oE wi
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ATt SHlEH, ARFAEE AR FFo FH= e
A &AL JtAT 93 Ame] st 594 Hrs 2Ux 9ot o
#Att(Jacoby, Kyner, 1971).

AR ARFATE 4RI wEHoz Fujshs Ao Rits| oA

Q1 AEo] Y@ BlES 7AE Aolet FolsteirkDay, 1969).

2322 AxF3AHE

Enis®t Gordon(1968)2 HZZAEE Au|ze] 7FAA R o5t
Bo] okotEl7l SHAAT, oFAE Be 4E|A1Eo] @ AEe] FHHOE o
of glom FHAA AW 159 FHE & Fm] FFAE AFol

W71 2ol HEFAHL uHAEAA W Fa7 AAto]

o HEFAALE Fr AdEd 13
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Z Aeindof w2 Hixo| o7} AH[ze] f7lof Z HSh= uf
= £ okl SETHOEER, 2008).

ofl

€

Czepiel& Gilmore(1987)= AH|IAFTALEE ‘E4SH AgoA J5220 A
22 Aol Axtr yehtes g R E, FAZA Bk, AFEAA], 43
4, B Tl os) R EE AFoletal goJstileH
5ot 129 AEEa 2AA ¥ FAAJ] fUE 7HA
SHATHGER] S, 2010).

MBIASAEE Hket 5o HAQl THoA Hostal AH|AFA
£ AH|2of thieh A HE=eF At B 7 PAO] FEetar Jig A
o5 Wiztt(Dick, Basu, 1994). ?tH AMH|AFAHEE FARE 4A9 AH|A
Moz Hi A8Z7F AT 7|7t A4 dde 7HRA, 54 A8|2A
SAE ol&she BEA HheH FA o8 T AH|AAFA | ditt T oA

ol B& Hhgo] Ealaol Aoz B 3 rH(AAE, 2006).

H‘[

oX,

wrEo] ofgk Wohe] FlEe AvlapdE thrd
W 71T AEC] SAo] A FwpEz ciekeld .
a5, BAHQ009)E wEolzt 1A s|iet Bao] g AMRA,
E AE20] AT ol Rold Adeln, ARA, AEAQ0IDE 1A
RIS 4E Pl g F77h wm, FHA AW 24, A7 5o
o= ool ok /Y HlE U AIHWE HAtn dystgon
IARES 2T LA HE AAH B0z, 4
o HES AgFoRA
=4 AFT AEz, 7o)
A wrgolet Aelska

L

Westbrook(1981)

kel
—
ME|A B AES 018, 2vHEe Sl ABls



TH(Westbrook, Reilly, 1983).

A SR ol WSS 1AES x3 H[E-S AESHISE ¥ @
sEE Wy, Eoxe= ZHol ¥ FFE W= ZolZt shlHH(Reichheld,
Sasser, 1990). Heskett(1994)2] A= FAAL U=l 214 2SI
Ayteta 7pgste, ol o] Awz whEg uAe FA17e] Hopn

3t
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S 7o) ATAEolA ARl S AEAQl Fee] e
A ARUACIA HHe 2A deln ARUACAT Hdeln ARl
og %L—li‘—ﬁ}:ﬂ %u}_ﬂ ol ATHAL S, 2000). B AFE ARATE wie

A A Z 713& 6}04 ﬂ}ahﬂr Apg Afolofl A

3.3.2 o1& AFYA A
oo}zl AFYA AL A F5F, 7] AFUAclHAer LEHHES
, 2020). ¥ A= APALE vl o dojx] FFuUAo]HE FAAS}
O

1
A0 2EWAA TG} 272 EsHs BFolekn 2AHoR Aol
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S

o},
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o 7 Z =
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_?,./Hfﬂ
H|do]d AFUAeld Ao 13 54 YAE A (50016)
sjate]
;Ho]uﬂaﬂ 10 574 a];qE A o]%og
i s = 8 54 fAE A okl
o’lu];(’l & L7 9 54 E]?{E A 1511}'017§
i - - (2016)
0]?— 57_-"%1-;(-1 E A 6 HEAT 71:1‘3;%]
LB [e) =11 T o o 11 (2020)
23 A 60
3.5.1 i 4 S
Tl S4e 2Ab thgate] ml Al ol g FE W Aulz, o I,
o-g olf, A=Elaql ngA FH, AP A& v§LE HAE =F°] +45
Atk A 232 A49AQ202009] AEA 232 Farste] & dAqtel #A
Agel o) S4o] 4B Bge TASHAL 7o) 540 24 By 74
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B 979 £ ARE BAY PHOR B4 9 +4 A2
o|f F4(Data—Coding)e] M4 AAA SPSS Ver. 23.0 & =

gsto] Tramt o] EAjshart.

T

1
Bl
o
a3
=
(@)

o)
c
(@]
=)
(@)
~
=
=)
®

~<
w

&
filo
>
>,

ol
el

2,
o

A, 54 =79 534 2 AREE 2457 flsiA a1 B
Asstal, 219 x5 olsfisty] flsiA thH="r SAZIH Fo shel gAY
2 QQlBAM(Exploratory Factor Analysis)& ©]85ty Al EHY
(Reliability Analysis)2 AASIATHASA, 2020). EFFA ABEE 2RIsH]
et &2 g8 A (Exploratory Factor Analysis)2 +E2 HEES AW
WAL w2 e RolEoaM 2L A St WMato] AT a
oz Boltx Selaln, 1 S BesATE BAMPolGEAZ,
2013). 9], 8219 & Fol1 HHEH FASE 9o FAE =4
(Principal Components Analysis)®2] ARgottt E3h Q21342 g2ls
o) 45 = %

HAS tHSH] QJste] ZF 2919 & Afolo] ZAEE 0=
H

=
Aste A7 AEAYd HEA(varimax)  FAE ARSSEATH

rlo
N

29 B4 Av a¥z ¥R¥ YRS dstel ZAstua sk Y
o] HE g9Ae g

=
s, AEY ASS Ssl ZEdte dut
o

o
54 2959 WA d¥4(internal consistency)

[

=
g2 5ol Aoty dBEA SHEA=A] AFE FHA
EPERS X

a4

(Cronbach's Alpha)E& %
= AR THEMI A, 2020).

AR, SHRset FE50 AuBAE wefshr] flsiA dEEAEA

S|
(Correlation Analysis)2 AlgstAtt. A@EAEA (Correlation  Analysis)<
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A 2He] WA A E SActe] Ay AT EXskEA] otk
+ BA7HeR & ZHEAA 94 W 2HY] Ayt Wk Wk A
TE Aot mefstaiat shs Ae=(g25, 2015), & ¥4 1F AF8A
o] A& Uetlle ABASE —1oA +1 Atolo] gtE 7HAH B3t
ol AT AUzt 2717F g 7He] A3 AEE w@dste 710l
(o] &, 2013).

Ui, ul-gAH| 2 FARRLS] ¢lojA] AxyAloldat vdojA AxyAold
ol tijlufyt WAZFAL] "X FF TAE = =

(Regression Analysis)& AA|SIF oM, F&H5Hpo| AFS )X S HS)
Adid 371€ vlasta 2As] Qs AE 2724 (Hierarchical

Analysis)= A Aottt
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on], Q7 BASH 54< dohs] $lste] MERAS UAsgon, A3t

o

rr

)
24 2 SHE7Y] 22§ 157%8(39.4%), o4 24178(60.6%) o=
Zog uetyth dA®2 20 1579(39.4%), 30T

oo Blgo] ¥ e
9474 (23.6%), 40t 62F(15.6%), 50t o4 547 (13.6%), 10t 3174(7.8%)
fom Uehgy, AFSEL 29A oSt ASHEY ool 334%(83.9%)0.

=2 astEzpe] Hlgo] ¢ w2 Aoz uyewEt YL 359 1329
(33.2%), AE2A 899 (22.4), AH~x 9 Z|gt 819(20.4%), SHY 617
(15.3%), AH+-2 357(8.8%) 22 UEhdtt nl& 229%(57.5%), 71& 169
H(42.5%) o2 Yetgon, dgd A502= 2008 o ol ~ 300%F
A mlgto] 1248 (31.2%), 3009+ ¥ o] ~ 4008t ¥ wlgk 957 (23.9%),
4009t @ o4 667(16.6%), 1005+ ¢ uw|gt 619 (15.3%), 10058t ¢ o] ~
2009F 9 wlut 52(13.1%) +=O0 & eyttt
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[ 4-1] 97 FAFH 54

N %
23 g4 157 39.4
°" 4 241 60.6

7 398 100.0

10t} 31 7.8

204 157 39.4

A9 30ty 94 23.6
40ty 62 15.6

50t o4 54 13.6

7 398 100.0

5w ¢ o|s 64 16.1

I 294 dist Al = 61 15.3
o 4AA Wity AsH/E 226 56.8
tfetd At/ rm/EY 47 11.8

7 398 100.0

SHy 61 15.3

A2 35 8.8

o] A 22 41 10.3
E AR 89 2.4
T 132 33.2

7] 40 10.1

7 398 100.0

- & 169 42.5
aEaT SE3 229 57.5
Al 398 100.0

1009+ ¢ wjwt 61 15.3

ol 2] o]AF ~
ER AN
4BF 45 Zgggﬂ%%oljiN 124 31.2
ot 9] o]AlF ~

i % 23.9

4005 ¢ o)A 66 16.6
7 398 100.0
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42 BlgAH2 o8 A

o] gAu| A o]g dgte] B Ay (B )3 Pk WA F2 e nlg
MulA2E= AE 1529W(38.2%), B 102H(25.6%), A7 899 (22.4%), T
2 2 ZEY 4079(10.1%), AEtd® 9 Eeto] 15%(3.8%) o= e
on o]lg 77togl 1d olito] 276W(69.4%) 08 7P ol urepytth
E, v]8AE o]gdtE M 8%t ol olsthadt ojujx] Iy B
715 Agstr] 3 B2 o] 262(65.9%), Tt WA EATAE 9JeiA
6178(15.3%), M= Faol %F7] fIsiA 449 (11.1%), ~E=~
{15 3199 (7.8%) =22 e

o
et
Mkl
of
w
~
od,
®
Lh
&
N
o
()
w
of
3
OO
§
>
O
HU
L
k)
A

Y
I
2

5uF 9 muk 122 Dﬂ(g() %), 109+ ¢ OVJ ~ 15%F ¢ mFt 995 (24.9%), 5
o ol ~ 109 ¢ ugh 9395(23.4%), 159 Y oA 84W(21.1%) <o
& UERT.
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[ 4-2] v]-8AH|A o] & A%

N %

7 E 152 38.2

=q olg g 89 22.4
H 102 25.6

AHl 2 ~Etelel 9 Cajol 15 3.8
Fo 9 ok Sy 40 10.1
Al 398 100.0

67 62 15.6

olg |7t 671L~1d =yt 60 15.1
1~3d mjgt 120 30.2

33 o4} 156 39.2
A 398 100.0

o= 25l 138 34.7

Az Fael w371 99 44 111

olg Abf ~EA 2 S4E A9 31 7.8
Foel MEld 24U 95 61 15.3

ojm| 2L} 79715 H2str] fls) 124 31.2
A 398 100.0

2o 7% 139 34.9

FH 2919 A7 39 9.8

RERA Helgh W 34 8.5
o qo :‘?—%_Hﬂ]i 90 22.6
T PEREIEY 43 10.8
2l ko] & 30 7.5

71et 23 5.8
A 398 100.0

alaa de Tefxjo] = n|-gAl 159 39.9
7Hel ml-8-4 239 60.1
Al 398 100.0

19k & oA ~ 5uF ¢ mjul 122 30.7

4 B sat 1 oA} ~ 109k ¢ mlut 93 23.4
o 109 ¢ ol ~ 159 ¢ migt 99 249
159k ¢ oA 84 21.1
Al 398 100.0
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43 SAETY| BP9 AF: 24
4.3.1 1914 AFYA 1Al gl 9 Ax BA

dold ARYA AL AA EA4F A= 56.577%E 4 :
2]17 KMO ®Z AL += 91807 UEetSH, Bartlett +34 HA Zi

x?=1406.514, p(0012 Ueh} golnse] Agst Aoz tehdeh ok,
A B4 Ad}t Cronbach’s a7} .89002 e} RE Eslof] A L7}
U A= eyt

o4,
—?L
kl
%0,
T
I

r+

[E 4-3] Aol ARUACIA] aQRs 2 e

A

9l AAY%
ute] Aol HAsHA SHs] Frt 792
Lo oloprlE & 50 = 7187
W7t olalishy] S Al Wigol digh A3e FsfEtt 767
o] Aol BestA tigsl =t 751
Lte] ojopr]ef - AafErt, 742
uell Al Adet nlgAuAE AFs Fot 738
U7t dote AR ARE & Algdl Foh 731
ey Tgol el A¥-S HEotA siEch 705
A 4.526
% EA 56.577
% +3 56.577
Cronbach’s a .890
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432 WQlol® ARYFelde] @oRA U s BA

H ol AxyAoe 1*94 A% Axh, H|dojd ARUAlelAe] AA E
AF Aol 63.256%% AEsta gtk 181 KMO EE APEE 9552
UERE S ™, Bartlett %agﬂ AR A x?=2105.133, p<001&2 YeEt @9l

2 ekt ARAT7E e nleld AR Aol
F7410], H7I90], slaelo] S0z WHstlt. ol a9l
nbach’s a7} 7ol 785, gZ+do] 820, L]k
goll W} Qe A2 ek

Mo 3

7922 UERY E
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T A% 9y
o] el ool
QR A2 Aol Aol AESS ek 741
MElAE AlEshe Aleats Ads ARlE 688
A% '
AT Ao AAA] SR = Ads. 593
qsiA el Adeiot 547
=48] E3} A Ageit 752
HAg dols Mesie] At 751
o5l &= A5t 91
urgo] Astsict. 531
slojetale 2 gejso] glrt. 797
dZ 5 AAAY g7t Loz 657
Az '
R R E I = 604
B B)o] wAstet. 571
SHA| 2.T10 2476 2.345
% A 23.083 20.630 19.543
% FA 23.083 43.712 63.256

Cronbach’s «

185

.820 192
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4.33 "ilmiz o] afled B Al=: 24

A

dEe HE 28k RS Sste] 10¥0] AAHY. HEHow B
A A, helmelo] AR 24 dwee 58509%2 AWsta ek 19

1

1 KMO #EZF Az 9212 Uehytrow, Bartlett +94 AA Ay x
?=2021.620, p<.0012 Uert QQlEAo] H3lgh Zog uepylth Ak

224 A} Cronbach’s a7} 91102 Ueht} RE B

of A==t e A

S & UEyT.
(3 4-5] didmfg o] aQleA 9 4A2%
291 ARk
AF7F 2 4 Qlvkal Az 819
SAARS] ZHA|, A, QR vhgof =t 818
L= Jhal ofofr|sh= Aol & 817
Lot A1l ¢4e Be 4 vkl At 816
L= SAAISE g sHA| o]obr|ste e Folrttt, 793
QIE 7} F4siet. 1817
ufj-- 1} &2 o] T} 7183
Fold dFE vrEd & e w8 7HA A 032
d-S ol o] ojE Ax & ofd 4 S Aolth D75
57 2.266
% w4t 58.509
% +2 58.509
Cronbach’s « 911
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IAFAEOl AA B4 AgEHe 59.645%E AwWstil Qh il
KMO EZ HFgLE: 9208 uetow, Bartlet 734 #A 23 «
’=1631.776, p<.0012 UErt QQQEAo] H3kgh ZAog yepyth A=k
w4 A3 Cronbach’s a7} 90022 Ueht BE 3] 4AE=rt Qs A
O & UERT

(% 4-6] 2AFSAHES Q974 9 AF:
291 Ak
@A ol-gst= aﬂo}/;}%_ £ ArolA o] gsfiH ety 805
dg Aol '
@A o]-&sh= slofafel = 7HAAL . .804
A o] &st= FlolFe HerRE AL o8 Aol 783
T AFRSOIA @A ol8ot wlgAel el Tl 781
wet ot '
o2 r-8AY o] g2 EstA| o= Aot TT4
HEE 02 2oz §7 49 Um ez Aol 770
AA] 0] &5l FojiFo| AL 71A 1 Ltk .730
slolAfe] 7hdol tha eetete ARe] gL T
Al o]-gd Zojrt. '
5] 4.772
% BAL 59.645
% F+4 59.645
Cronbach’s « .900
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ofZ AFUAIAL HdoA] AFUA ol FHA (r=.686,
p<01), A (r=.702, p<.01), LAFAA(r=.673, p .0} ¥ ATIA
7 EAstR o, thQlmfE (r=.510, p{.0D IAHAZTAHE(r=.601, pl0D)L}=
Fol AHAZE EASHAH

Hdold  AfgUAelde Fidols FLHSTo Ao (=747,
pLO0D), LQFA)(r=.722, p<.ODet Fo] oA EAst e, dielnie
(r=.520, p(ODTF TAZAHE (=514, plODSHE o] ApaAst ZAsta
ok "ol AFUACIAS Bl FYE WY Fdof(=.721,
plonet o AguaArt At en, e (=458, pODI LAF
A (=515, p{ 0Dt Fo] A7 EAsHAH

H| o] A AFyA el eJFdol= thelmi= (r=.448, p0D A5
T(r=471, p<OD&t & A EAstAH. tilmide 1ASAHAE
(r=.552, p<OD*}F o] A7 EA .
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[ 4-7) ot ARUA, Higold AR, Tz, S4i 7] Ak

Hldo)d #ARYA A

70
1 el
2 3 4 B
1 1
2 686" 1
H o1 . .
Angsed 3 7027 747 1
4 6730 7220 72101
I 510 520 4587 .448™ 1
AT 6017 514" 5157 4710 55271
Bt 4237 4227 428" 426" 390" 414"
FEEHAF 592 580" 596 576 721 653
1 lojd] ZARUACN, 2 7], 3t g7, 4r 2jeele] 101
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4.5 7149

oA E| s FAAES] Adoj ARy Aleldnt vl d FrUAelde] o

o
=

3] 724 (Regression Analysis)

o
=

3]+ (Hierarchical Analysis)

317] $15 91714
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2715 Wi/

4.5.1.1 oA 7imyAloldo] diglmi=of n|

AlgAEL EARRe] Qdold ARUA )4

AlolAdo] SPRF-L F=139.425(p<.000), Durbin—Watson Zt-2 1.7500.2 2

of 7 0

4o VA 47

1
e

2tA SR Yol 2

o, A A FARRRS] Ao FAFuAol A dilui=el AH(+)

JFL nlAE

A

o
—

1

S|
=

o= YUEHTHg = 510, p<.001). mEpA 7t
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ar Xz
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A Ao UEhTHRAS], 2005). wheba]l FARAES] oA ARyAold
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\5
[

!

A

EREEL)
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H|ZZ35} Al BESE AL
t p
B "EO B
&4 1.271 225 5.642°"" .000
olojA
622 .053 510 11.808"""  .000

ArHAeIA
F=139.425(p<.001), Durbin-Watson=1.750, adj. R*=.259

F&9% Qi) i p<o01

SAH| A FARREEY] H[o]H ARUA IS SHHSE ofal, tiQlufd

TEHEHTE oto] IHEAS AAISHAT

SARFS EASHH vl AFyA AL ] ARF-S F=150.749(p<.000),

Durbin-Watson 52 1.878% 20 74l 0 T+ 40 714 ¢7] wj&o]
= Zholl A7 Qlvh webA slRdo] Addsiral e 4 Sl

ERL, FEHGQ MBA MRS 27.4% AATEstal Sl

=4 Aat, m[ @A H|A FARRRS] H[/lojA] ARy Aol AL HidlufHe] A

F= e Aeg yetdt (g = 525, p<00D). A 7 2=

il

[o

o ARUACIHS AgTte] AH Bz, 12
7. Sk A

Aol

ol o]AEo] AMHAAEAE 1A ST

s thHSundaram, Webster, 2000).

ABIAZAIQO] doj2] T H[AOH AFUA A SEo] 1A WET AR

o 9 FH okof mA= JFAToA HAA] ARYA A T

ko] Folmet JFS uA= Aor Y tHATSE, 2012). wepA §)
o}2 AFYACldNA HIZEE= o

A

i
-
o,
k1
nx
oR,
_O|L
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Qo] 1AL FAA WS s W3 wAT] 2%e] glold fojulst
T FAA G Atk A7 Avet Qxt

H|E 3L A4S BZ35E Alg
t p
B EZFox B
%4 855 250 3.414" .000
H|lo]d
116 .058 525 12.278™"" 000

Ayl
F=150.749(p<.001), Durbin-Watson=1.878, adj. R=.274

F&H5 ¢ thelug p<001

Hdo]d ARYA AL o198l F7hdo], HZhle], ejefdojet dof
= 7re] g TAIE =AloHH, WA 31kiele] 3R /=147.020(p<.000),
Durbin-Watson2 1.8642 ZIx& hof] AEAPL ¢l7]1 diEel gfmgo] &
ottt siAE 4 S, ES TEHS] diIME-S 26.9% Aot Qlch

A A, nl AR FARRES H[lolH AFYAO]HL shelaclel F
L?ML diclofle] A+ FFE vAleE Aoz Uyt g = 1520,

ol @ A Belel ARUA A Bk Higleldg

[A4w OG0 giide] e ARME HY] 33 A HEH A F
oz A 4 vt stlch(Sundaram, Webster, 2000)

Tt ATt A Wb oA {55k ARt Aol met Aol
gF W2 UEtU™ HE oA AidolA 8718 S JEgE 59
St 344 B2 AEY 4 vk AHolA /-85 HdolA ARrUA~]
Aol ot 94w HrHETL SHUtH(EE3], 2000). watA] SARAReE 174 7F
o] I M T2 FHdole o] e diduige] fojulgt I



H|ZZ35} A4 xESE AL
t p
B EZ0% B
(A) 1.168 228 5.1257" .000
370 647 .053 .520 12,125 000

F=147.020(p<.001), Durbin-Watson=1.864, adj. R*=.269

F435 ool pCo01

A7ZtAolo] 3R F=105.164(p<.000), Durbin-Watson2 1.9342

Zholl ZAEAZE 9171 wiZoll 2Rl Agsittal sfAe 4 Al
EQF TEHSQ diQIMES 20.8% Aoty Qo

BAH A FARRO] HIIo] A AFYA 0|9 59| agll g

Zrdol= ﬂi‘ﬂﬂﬂaoﬂ ()] FFE vAe Ao=R YeHTH g = 458,
p<00D). wHebA 7HE 2-2& AHEE S

ojglet A+ Ayte 117 =9 EHol¢t 29 E 52
Boll AL AU AAEAY] 2 JAIRIT AL SHITHSundaram, Webster,
2000). E3t 249 B4 #et Ao wEW AEd HES v AR
oS EY 4 slom, Aol o tieh dAE ATV %E‘rﬂ A
gotth(Scherer, 1986). wapA] LA F9o] Eyrolet 1179 o
Hg 4 Qe 29 agle 2A0Al FARA dist A=E Fu B
= AolE o glenz Hddol ARYAClAA Aol a17o] 7]
+ AP didluf ol JF= nlvks A Aael ARttt

i~
olo
=
>
ng
ok
£
o

F
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[ 4-11] HZolole} gielmja o] 3]AE A}

H|EZ3} Al EZE3}F Al
t p
B "EO 8
(A) 1.529 234 6.534""" .000
#J7¥o10] 554 054 458 10.255"""  .000

F=105.164(p<.001), Durbin-Watson=1.934, adj. R*=.208

FEHS ¢ dioluyE T p<001

o
o)
oS
re
2
1o
tol
fmt)
H
oflt

d2  [599.633(p<.000), Durbin-Watson=
t2HE Ztol AEEAZE gi7] wiZoll ARG e] Aottty sfAS
1 gieloj=&l-& 19.9% Awsta ot

T 9\11—’, i O R
2 A3 olgAulA EAZ HQlold ARUA0A stgaglgl 9
Felofi djalmEe] (1o gL mAL Ao Uehiths = 448,

CO0D). webd 714 2-3& A=,

olefdt @7 AV glakelof ﬂvwﬂ ol efA Lrehh a]cﬂovw
Q42 AAOIA e S1Fel Beg jujgtho]5e, 2010). Eg, 3]
4% A 2B B LAY dolagd U gr 5o gFo
2 HelAt ARAQ Hge] 17e] Ll tieluje S dgee] 9
L ZoR 1AM qY A SASHAE Bt ARstte 2 gz

B uelFE Jle] anels luo]L 4 Fasthe 4 A

AS}

=
39 _|_|_4
Ru/e)
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ol K
=
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e 5 o 3797
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[ 4-12] lFdoiet il o242

H|ZZ35} Al EZE3}F Al
t p
B BEZ0 B
(A) 1.513 242 6.256"" .000
QJeFlo] 561 056 448 9.982""" .000

F=99.633(p<.001), Durbin-Watson=1.793, adj. R’=.199

oA E A FARES] H[ oA F gy Aol do]l tidmiFe nAe Fd=
]_

vk (E Yol AMsto, AFE ARt et gt

[ 4-13] H19lo]2] ARl o] tiImjele] vlxle Qg e A% Az

A

A77H
S THEAEIZ AR wolA ARUSAeI el gl
= )9 g " Aol )
M 21 BRlele dalmEe] Ao 9 md el A
M 22 Aol HelviEe] Ao 9F 1d ol A
M 2-3 ool damEe] A 9% W Aot A

Hlg A A 9lod ARUA RS HUMSE 51, TAFHE

€ THUSE o] IHRHE AAsT
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RG-S Aok Ao ARUAleld AARFL F=224.322(p<.000),
Durbin-Watson &2 1.5722 20| 7141 0 T 49 71EA 7] wf&o
2 el AEEATE gtk webA Sl RYo] Hgsithal siAE 4 9l
of ek, FEHESR] IAFSAEE 36.0% At 9l
A Ay, mlgAH|A FARRRS] ddold ARYAolAL AAF kol A

Fe AE A2 YEHH(F = .601, p<001). wrebA 7Hd 32

| of X AH|AAFALY] <

ARUA o] IANERe|  JRFe  mIFIokal  SFITKSiehl, 1992).
Heskett(1994)] Aol SAHES 1ATSol {21 Avtety 7t
2 S o] "k ot whebA

tH i
rol AL

o
ol
o

o)
R
)
o
i
of
ol
ol
o

lo
A

Anto]l e BAA 1Y AUAS

=
it =
A0l Lals Al WEESL Agste nAo] AYET 4 9

of my I
o Ko
o mu 2 R

e
o
Y
4
%0,
lo
|o
fu
re
2
12
N
40
)
g
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)
ofu
o,
H—l
9
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)
reorr
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go}

(A4) 1.329 190 7.013"" .000

ol

ARryAed
F=224.322(p<.001), Durbin-Watson=1.572, adj. R’=.360

664 044 601 14.977°"° .000

FEW5 0 IAEHE p<001

4.5.1.4 BdolA AFyAelde] AAFHE A

ok

oA H| A FARARS] v Y AFUAoldE SHRSE Stal, AAFA

T2 F5U4E she] BARAL AL
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IARGS EAoHH B ARUA AL FARYS F=173.770(p<.000),
Durbin-Watson ZF 1.6972 20f 714l 0 T 40 7P4A] 7] wj&of z+
A Zhell A7 glet wheba Sl EYo] Agdstral sfAd 4 Ut
IAZAEE 30.3% AHsta Ut

BAH| A FARRRE] B0l AFgUA oA IAFHE

()9 = AE Aoz UeHT(g = 552, p<001). wakA 7 4

X
T

olgiel A4 Ayt AT Ao Al AMB|2AlTAe] ARYAelA
& g4z AYsiAn(dds, o

il
yAleld2 Ad=Adel £2 7wy

2 ARYAlHAE G Aot FAMAME IAES] AFEEet UGS
SHAIZIZL 1 A-E AEstE a3t wobAw AT Ad|A F4, 1A
A, Al &S Hot= o QoA Bt adpFolER H[QlojF A
FUAleldo] IAFZTAHLo FHAHQ] FFS v|Hct= A+ Aol dx|eith
[3 4-15] v]do1d AFYAo|AT D AFAH L] AR E 0}
H|EZ3} Al EZE3} Al .
B FERT 8 P
(A4) 1.235 222 5.5617"" .000
H]olo]
682 052 552 13.182 .000
71547l
F=173.770(p<.001), Durbin-Watson=1.697, adj R*=.303
FEWS L IAEANE <001

Kol
F=142.335(p<.000), Durbin-Watson> 1.7232 ZI2b5 o] AddAZE ¢l
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26.3% Adrgstal Q.
A

=
=
B4 Azl gAus AR B

—_

Notd ARUAlAY 3512918
Aoz vedth g = 514,

ar
o

)
Q,
2
rlr
k
i~
ofy
o,
H
2
o
x
1o
of
o
o
=)
WJ

oleigt A7 Aihs AT JFAgo] ool AL HHA 2
At 07 2] Aot 22 1A whgo] L u]A sHsdel iy
JISFATHAAS], 2005). E, AHl2 HAOlA g Aukdl {2 1
Aol AElAel BUEE oP1F 4 A3 HE U W ARE 12 o
@ FEdel melos LAY £ U] fe] 4w AR 30A £
A7F | 7te] EEad

H| B Z3} A4 BZ3} A .

B Tzt B P
(A) 1.691 207 8.158""" .000
37l 579 .049 514 11.930""  .000

F=142.335(p<.001), Durbin-Watson=1.723, adj. R’=.263

TS L AT 001
a8l Zrddele] SFEYEe F=142.828(p<.000), Durbin—Watson
2 s bl At g1 "zl R ge] Agsita siaE
| DAFAEE 26.3% AE3ET 9l
w4 A3 mSAHI A FAER Bllef ARYA el shelaklel Az
Aol AAFTAE AHe FdFe vAE Aoz yeET (g = 515,
pLO01). whekA] 7Ha 4-2+= A= 9l
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4.5.1.5 diqluj=lo] uZAZA o] ujx|

Al AH[ A FARRES] diQlud S SYHe=R ofal, SRS FEVS
= oto] 2 ARAS AAISHH

SIAEYS  EAstH  gidujdel RIS F=173.599(p<.000),
Durbin-Watson 2 1.762=2 2¢f| 741 0 T 49 71&A] &7] w&of
Aabs Zrol| oA ik wEbA AR o] Aetsitt siAe 4 9l
oh E7F, FE5HRQ IASAEE 30.3% Aot Sl

1§48 FAARS] dilui s 2 I AFA k] H(H) Fdd<=

A AoR UeRtH( g = 552, p<001). whebA] 7Hd 5% AHEE Qi)
old3 AT At dflnfeiol tATHANA AelA me e
o L7082 H@rlstels ok, gL,

M
o
!
i)

ju}

rr

WA, 54 e 9wy A, FHE

Foz Boe) ¥ 4 dnty ATk L%, 2010). Wb 12e] &
e e R
obath. delmEe] IO Agshd 1o] BE DAFHEE Yoo
F9% 89198 ¢ 5 9002 ool 1AFYTe] FHHA JFL
ul Atk @7 Avst @

H| 3 F35} Al xS AL .

B FERy 8 P
&) 2.188 151 14.520""  .000
ol .500 .038 .552 13.176""° .000

F=173.599(p<.001), Durbin-Watson=1.762, adj. R’=.303

THHS L AT T pC001
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ol Sl = vt A+ el LR

[E 4-21] AFUACIA §30] dalmfele] maE G52 24 23

. ol ¥
H Z: S
ey A A%
73 o ¢ P SAR .
B SE B = VF
A=) 12711 25 56007
| F=139.425(p<.001)
olojd adi B=.259
iy 62 0% 510 118087 .00 1000 1.000
ol
(@) 65 290 26197000
olojdl F=86.779(p<.001)
2 Aol 32 08 64 4098 002 o R=30 45 235
Idop a3 088 35 50507000 25 235
AfAeld ' ' ' ' ' '
FL&Ha gl **%:p<.001
4522 IAZFAAZ gt AFYA oA Ko JFH A

al-gAE| A AR dold ARUA AR HlejH ARUAolHe] 1A
SRR AR FF HAE ASotHeH, AFH ANE e FTEY
F9 IAFAL FFE A oA ARYAIAL HdolH ARFYAo]
Aol AdiA dge 2718 vlu/EA5] el AAA FARAS AAskA
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ABSTRACT

The Effect of Communication Types of Hair Salon Workers
on Customer Loyalty
. Focusing on Mediation Effect of Interpersonal Attraction

Kim, Lyang—Hee
Major in Hair Design
Dept. of Beauty Art & Design

The Graduate School of Arts

Hansung University

In order to secure loyal customers who are essential for hair salons
to perform well, workers must provide appropriate services that meet the
various needs of customers. In the process, communication between
workers and customers plays an important role because workers can
improve trust and loyalty of customers as well as their satisfaction by
using the appropriate communication method.

There are various previous studies on communication between
customers and workers, but studies that consider both types are
insufficient because most studies targeted only one type of verbal or
non—verbal communication. Therefore, this study intends to look into
influence of communication type on customer loyalty focusing on

mediating effect of interpersonal attraction, convey the importance of
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selecting appropriate communication types to improve customer loyalty to
related fields and provide an academic basis for the development of the
domestic hair and beauty industry.

In this study, a research model and research hypothesis were
established by referring to the previous studies discussed before, and the
study was conducted on men and women who had experience using
beauty salons in Seoul. A total of 430 questionnaires were distributed,
413 copies were collected, and and statistical analysis was conducted by
extracting 398 copies of samples which excluded 15 copies that
responded incorrectly to this study, For the data analysis of this study,
SPSS 23.0 was used, and frequency analysis, factor analysis, reliability
analysis, correlation analysis, regression analysis, and multiple regression
analysis were conducted.

The summary of the research results according to the statistical
analysis of this study is as follows.

First, statistical analysis on demographic characteristics shows that
women in their 20s, college graduates, and those with average income of
more than 2 million won to less than 3 million won were the largest.

Second, the analysis of the use of beauty services shows that the main
beauty service is haircut, and the most—used type is personal beauty
salon, and the most important factor in using personal beauty salons is
good technology, and the monthly average beauty service cost is 10,000
won to 50,000 won spent for becoming beautiful in most cases.

Third, as a result of examining each dimension of communication
types which are verbal communication, non-verbal communication with
interpersonal attraction and customer loyalty through factor analysis,
three sub—factors of nonverbal communication: spatial language, auditory
language, and apparent language were set among the types of

communication.
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Fourth, as a result of examining the correlation between each variable,
there was a positive correlation between communication type,
interpersonal attraction, customer loyalty, and sub—variables.

Fifth, as a result of hypothesis verification on the effect of verbal and
non-verbal communication, which are types of communication, on
interpersonal attraction and customer loyalty, it was found to have a
significant effect. In addition, spatial language, auditory language, and
appearance language, which are sub—factors, also have a significant effect
on interpersonal attraction and customer loyalty, and among them, spatial
language has the greatest influence on customer loyalty.

Sixth, in the relationship between communication type and customer
loyalty, interpersonal attraction shows a statistically significant value, so it
has a partial mediating effect, and it was found that interpersonal
attraction has a partial mediating effect in the relationship between spatial
language, auditory language, appearance language, which are sub—factor,
and customer loyalty.

The conclusions and implications of the research results are as
follows.

First, prior studies on the type of communication on beauty services
were insufficient. Therefore, it was attempted to verify the effect of the
communication type of hair salon workers on customer loyalty, focusing
on the mediating effect of interpersonal attraction.

Second, this researcher judged that it is time to try various measures
to increase the attractiveness of workers and improve the relationship
with customers by efficiently utilizing communication types to provide a
certain level of service. In other words, since the type of communication
of workers affects interpersonal attractiveness and customer loyalty in
communication between workers and customers, it is thought that it can

act as an important part of differentiation from other hair salons in
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competition with.

Third, it is considered that if the results of this study can be applied
to the education and training part of hair beauty service to prepare
professional methods and solutions that workers can use in
communication with customers through education, customer satisfaction
and favorability can be increased.

The suggestions for the follow—up study of this study are as follows.

First, it is hoped that a more detailed study will be conducted by
subdividing sub—variables in the linguistic communication part among the
communication types set in this study.

Second, this study only sampled in the Seoul area, and there was a
limitation in that the sample was not set to a detailed configuration. In
future studies, it is hoped that studies will be conducted on a wider area

and more specific samples.
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