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A Study on the Effects of Perceived Value on Customer Satisfaction, and

Repurchase Intention among Traditional Markets Users in KOREA
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Abstract

Purpose - This empirical analysis determines the structured causal rela-
tions between perceived value, customer satisfaction, and repurchase in-
tention among users of traditional markets. The results of this analysis
would help merchants and market operators indevisingan appropriate strat-
egy to successfully manage traditional markets.

Research design, data, methodology - The perceived value model
of traditional markets includes functional value (price), functional val-
ue (quality), emotional value, and social value. In this study, the per-
ceived value of traditional markets is considered as an independent
variable, while customer satisfaction and repurchase intention are
shown as the dependent variables, where customer satisfaction is also
considered as the mediating variable. The study aims to ascertain the
extent of influence of the perceived value of traditional markets on
customer satisfaction and repurchase intention. We use regression
analysis to verify the effects. The measurement items were already
deemed as reliable and valid in the previous study, but for this pur-
pose, we made some modifications. We distributed questionnaires to
300 consumers on a national scale, and finally used 241 consumer
responses among these as a sample. We analyzed the data using the
SPSS 21.0 statistical program.

Results - We obtained the following results. First, the order of
perceived value dimensions of traditional markets that positively im-
pact customer satisfaction is functional value (price), social value,
emotional value, and functional value (quality). Second, the perceived
value sometimes directly affects repurchase intention; its effect is typi-
cally strong with customer satisfaction as a parameter. The order of
perceived value dimensions that positively impact repurchase intention
is social value, functional value (price), emotional value, and func-
tional value (quality). Third, the perceived value significantly influen-
ces repurchase intention, with customer satisfaction as the mediating
variable.

Conclusions - We should recognize the importance of perceived
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value in retail distribution markets, such as traditional markets.
Moreover, we need to develop strategies to improve the perceived
value. The practical implications of the study are as follows. First,
with regards to functional value (quality; price) dimensions, we
should have an appropriate assortment of high quality products that
are reasonably priced. In addition, customers are satisfied with the
friendly service, discounts, and other benefits provided by the
merchants. Second, in terms of emotional value dimension, we need
to develop differentiated events that provide fun and emotional experi-
ence to the customers. Third, in the context of social values di-
mension, we should strive to positively influence society to enhance
social image through activities such as social services and contribution
to community development. On the basis of these results, we present
the implications, limitations, and future directions for the research.
One of the policy implications of the study is that merchants of tra-
ditional markets must actively select customers and develop customer
value. However, this study is limited in the fact that the population
used for data collection is not fully representative, as the survey only
covered some specific areas. Moreover, future studies could also ben-
efit with additional research using moderating variables.

Keywords : Traditional Markets, Perceived Value, Customer Satisfaction,
Repurchase Intention.
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2.1. MEA|ZH(Traditional Market)

2.1.1. MEAFES 71E & 7|&

0| TEAFHS EE Y- FI2GLHO|L 79E B)
NEEls H7IMES HEHE Stn %z
Smith(1979)= "LONKIQE TOHAZE FEIX ez phts S8zt H
2, OfF = 0§ 13| O|¢O[X|2t OfYECH= & AtF 4]
2 Bdste A, HnA B2 F7|(783 102 &) QHoflx
= AZ" O|2tal Holstu ULk AJEOf CHoi 2bH Losit
Hefol M FEfE AWM= s Fao| o "EiZ B U=
Sod X APHEQl S{O|X|TH A|FS| TR CiSt HE
OlE0ME S=netdle 7H74Qle] d=0| =X & A
o =30 2Y W A oSt ERdes A YdAZICt
A5t QJUCHBromly et al.,1975).
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St M2|X™Qel ItEZHS ZHRICE $HHE, Donny and Cannon(1997)2
OfRtQE TLONKIRLO| RAOIMS| MEIE AMY XpHM|0| CHot A2,
CHErO| XpAlOfA oldE ZHMCH & Z02te A=|, HEOo| CHet
el O] XHlo| =S Aefst= Mzl2 FEOI/UCE 2
O] Oj% BHESIAHLE DHESE A0z A MH|A HSXite| &
AE X&Ho=z2 {X[6te = 42 E0|I(Jones & Sasser, 1995),
MEE HOjXIRE FOiXIS| #AE ddst=n F2 Kol H, A
SAIEO| TRt AH[Ate S S2| ojof, 2ol uE =of
X|gAtz|o| LR EN H27t LR, a5t LM, D0IYE, &
ZALS| ¢l & Ciet "EO| uF/I O|fXH ME|E7F FOHK|
n OAE HECR A9 Qi 0|2ts MHIAE HISHA E|of
UZ=EIF SORK|A Ot & 5= UCKGanesan, 1994). =, LCHH
MNZEME thed| HZQl BFL 7tHezE #AZHO| S0HK|= A
O] OfLEt, 4= nRE HEE HAAZH TS Thdt= A
S=Z JQl, 52 HE 7F HFRLAOIMO| 5| MESICH =IAK|
= 822 w07 = kX7t UCtD HQICY

ox rH

2.12. MEA|IR sigt

20123 HEAIZQ £ ISIHEZSE 2042377, SAKL 5
= 3548 BE, 2004H 1,70274 CHH| 1917 ZASIFUOTH(ED %
x), Mg FZo| DiE= HLSIACHEEY LEF OiE ; 483H
#(2006H) — 3350 R(2012)]. ot YRI5 SAAL & LB
OiEX 2006 309% A0|AM 2012 193 o2 ZIASIRALCE
(Agency for Traditional Market Administration, 2012).

<& 1> MEAH, I, Mol SUF0|
He 04 08 ‘104 ‘124
= MEA|E 2 1,702 1,550 1,517 1,511
5 Hu > 207,329 201,358 204,237
E NPV ES 362,960 359.375 354,146

Source : Agency for Traditional Market Administration(2012)
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Source : Lee(2013), Author Reconfiguration.

2.2. K|ZH=l 7FK|(Perceived Value)

Gale(1994)0 2ot ZHX|2H 7t CiH| EEES oY, O|2{¢t
Z20l= ZE H7HE SHEE, 2Z4MH|2)0] Zet|o] 7|
20| AHAHS2 70| Yitetn EXSt= MEZQ| 7HKIE X5t
1 oIgsty| WE0l| FLofsiCte SHRICE

Zeithaml(1988)2 X|ZtEl 7tX|(perceived value)E X}2I0| X| &8t
7440 CHH|Sto] XAt EEQIVIE QOjgte Aoz EHYen,
2H[XFEO0| BAS XS0, BAS LU=X(0f Cist x2S
7|22 5l0] FOSIAE XMEQt MH|AQl FHO| iR MAHZHL

HItE 90jgts A= Fo|E SIRCL HIE ‘e Aty 1
Aof| w2t 2, FE, H2g SCE CRASHH, X|E2 Agive) =
AT 2, AZHOIL £ SO 2 CHYSHX|RL THK|= X|E8t
Aot Y= Aol FMeA 7tol webZ LIEHHCID St QUCE
Monroe(1990)= X|ZHEl JHK|2t 7142 X2t B2 =2 ¢EHS
Hbo 0|3} &]A80| E|0|E-Q m(trade-of)2t S

[e]

o, X[ZEl
RE 7HKs S7HX[E H2i7tK|e| gholatn Folstict =57t
K= ME4 MH|A0| it XA Ql HI&S H|wdto] A &=
OIS ot Aef7HKl= 2% HolM 2= X|ZHE o|Fo|zt
SISCE McDougall and Levesque(2000)= X|Z=l 7HX|E X|E%F 7+
2 8 FOjQt 2HAE CHE H|8S =Zeeh ™A H|Zo| TSt
40| A= AL} o]0zt FolE St ULt Bojanic(1996)2
O JHX|E Ctet 7HK| HEfZ LEtLhs X[ZHE ZEKEt Zo
SHHAM, 71X HElE &8 7t40 5% FEE MHastes A,
Z2[0jY 7H40| 5t B2
22 =& ZEHE HM3stke A & 37HIXE JHE% SHIUCH
Kashyap and Bojanic(2000)2 X|Zt=l 7HX|E X|Zt=l EF, X|ZE=
H2|X MEfEDE ofL2t FTA BM7te| welks ol0ishs AR
HQIO M, Blackwell et al.2001)2 X|Zt=l 7HX|= OfH XHES ¢
5t0f 1S0| Z7|5H= A3t 50| E= 0]y A0l Xjo|2 11
AE0| X|Zot= & HZECHYL} HnEs 00| e & 28
Ctetol2tn FZStD QUCE Kotler and Keller(2007)= X|ZEEl 7HK|
£ ZE OGO THel Ol &t=l= 2o "It Xa=
2k OjMer 59 RE HIEE M Xpo|Etd RIeh
Parasuraman(1997)2 X|Zt=l ZHX[Q| 7 EE AH|Xf, 23t O2|1
AlZtof 2t ct2chs "ol =R JHEol2tn SHICE. o4
SEREH X|ZE ZH|Z X2t AE Q) 4 Y2 A2 A
=, 021} HMY Afojo] Xfoj2tn HolE & 9
HBCH B O XZtE JHXe S0 2 4 9
R|ZtEl JFK|o| ZMo| Bh MO <E 3>1} ZTH Dodds
and Monroe(1985)= X|ZtEl 7HK|= 7Oj O|EQtE LUESIA 2Ha
o] A=, X|ZE 7HKl= B2t AHo|n o ol== ok At
Hol2k= oM 2250 5 & Eart Aot FHSHIUCE o
2N X|ZE 7HKE 718d THFIES BE, Y1s, 7HE, AMH|IA~
sat 22 A8 Ex= S2HQ J|sdt #H), ARH ZHK|HZ
2 MGt AlR|AE TTHE #3), HME JHX((HES AH|of
olsh SEA E= BN AE wLur ##), oAH THEE &
1o &

=
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g ) So= ER, 0|49 47tXA| ZHX|7t AIE
MERO| TRy AHOHEE FERQI0] E £ UASE HAISIRALCH
Parasuraman and Grewal(2000)2 47}X| H©HEHQ| ZHX| X|Zo| L MHQ
(| S7HK|, He2H7HK|, O|87HA|, EM7HANE HIQHSHRALT. STt
K= adEQ o|o Chst X|Zto|H, AHzH7HK|= 2HES H2HE
ot dE[HQ EAHF0| et X|Z+2 Zotct ot 0| 87HK|= 4
Z10F MH|A9| O|80| Cigt F84el X2 ZsIH, E&7HK=
AETOO| AZIL 4EFYO| BE Al 32 MH[A9| Z=I} O
Fo0iE I MaEe 2oAS YoCL 2|31 o|2fst 47kK| K9
7Hle 4810 MH|AS FOiSks A|ZHEQl Ao 2t CHE 2
o2 HQICH S0, 2SIHX(eF AHel7HK= Folsh= 2t
SAXSHA| LI, O|&7HX|Qt BTN = 0§ 20| S35t
LIEHECE D TSI Holbrook(2000)02 MZIIXE 2 AEH,
HAFON Mz=AHOol|2tn Foldtn 47kX|Q| JHA| AHAE HAISH
Qo HA BHE JHK= MBO|L; AH|ARO| AH[XF XpAO| =
Mg g5 D sHez A8t dgsS LSHH, MEBOILt
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At Apelel aH[YSO| BHE AEISON et AHile] HE2 ¥
=1

| X

b ol 7HKIE o= AR, XAl 4
& AH|, XIEME 2
HAFE =HO| 25 S ol0lt). A IJEK|gh AH] ZH
oM QEX| EHa O X7t SHo=2M LIEIL = 7HXE Y
O, O|EFA JHK|Zh Lio| AH|#MSO| CHE AtERS0|A ofHst &
= O|AX[of| CHst 242 2|O|BICt Sdnchez et al.(2006)2 O @A
B2 FO0iSts 40| = X|ZE 7HK|Q| XHE 37HX|(7|&H
7KK, ZEE 7KK, ARE DR LHERALD, Cengiz  and
Kirkbir(2007)= X|ZtEl 7HX|E 7ls& HH(AHKX|, MH[A EF, 7}
4, M) EME SH@EME, 27", SM)eE FESHRICE

K|Zt=l 7FK|Q] EHUXIRIo| EHHMHO 2= Zeithaml(1988)2] X|
Zt=l ZHKP0E 0| 27{5H0 Fornell et al.(1996)0] A3t A2 F4u}
ol Z9o| XIO| EE HIBE ZFss WHO| UCL CHGHEN &
FUrEo 2= H2d, AX-EMA, SRRCIEYE g WY
O =Z A Sweeney and Soutar(2001)S0| A|E=3t 7HX| X2l @A E
gotol 58k HRE & = Ael, 152 1AIK| el 74
HEe2 ZAEE JHK|, AMRlE 7HK], 7[8F 7Kt 7|1sH
JIXI(EE) S 47HK| X2 JHESIRICE ZEE K= HES FH
S8 I =Z0o|Lt 28R MEfZRECS| R84S YotH, ARH
7HKl= A=l XopEE Z3NZE = Us HME SEHoERH
g5Es K802t SIRACE 7|sH JHK|(7H) e X[ZE EOlA
HI8at &7|1H H|82 £0|= A1t e HE 842 20| 3
0, 7I8& 7HKXI(E)e MEQ 7|tiE et X[2tE SEELH
o R840zt StRLE 2 AFoME HEAYL SHECE ¢
S5t MESAIZ™O| ot Mol X|ZEl JK[=  Sweeney and
Soutar(2001)2| A+ REHZ BHASIH HIISH= 0| X|ZHEl JHK|
£ MOE Fotg = ACkn 21, 0|e] 74X AHlE 12sto] §
7FotCt
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St e
Dodds & IISH FHK, AtEIR JEA|, "AME JHK|, elAlE
Monroe(1985) N
Parasuraman &
BIETIK|, He}7tX|, O|&7FK AFZFKR
Cronal(2000) $1S71K|, Heh7HK, 018 7HK, wATHK|
ZAE T ARSIE 7HK|, 7|5 H
oo bl b | bl o
S0 FERIL 27,
7185 ZHEK(Eal7HK)
AR-N™ JHK AFS|A JHX FHEHA JFK]. O|EFA
Holbrook(200) | ZF1A 7RI AT THRL, 342 Jh]. olet
71X
Sanchez et al.(2006) ™™ THK, ABIAE T, 7|53 T
Cengiz & HMHE JEK|(HEL D21, SH-)
Kirkbir2007) | 75X ZHKI(AX], MH|A B, 742, HEA)

*Author Reconfiguration.
2.3. 1 ZHOFE(Customer Satisfaction)

NAIRO| Fol= CHYSHA WM ATt Oj= O E
Folof| =M, NS AH[Re| ARt S0 23
7IHE SFAIZ|ALE =arg W 2HSR0| st gtz
OXIX| R 0 2250 LY oiCy 1 StUCE DSR2 HF,
ME|20f CHet M2laby, S X Jdard £ Tt 2478 S
ol H=ELN= CHE A2=, UHO0|Z 2H[RIS &

=
=
e =N ME, MH[2o &4 £= AH|Of et S5

ot

H <2 rot |o

—_—

N
0x

—
=
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m
mjn
0

ot =F0M HSSHALE MSSt=710 gt ©Ete=z o[t

EME 3ol Zdgtlez & £ RUCKOliver,
1997). MEFX Ol OF=(overall satisfaction)2 K|t} A{H|AO| CHst
TOf S AH] ZRo| 2ASH MBI HWIH0| O(Anderson et al,
1994), A|Zto| X|Hof M2t o210 MH[AQ| FOHQP AH|AFEO
7|x&SH0 MEHH Ol HWIIE HQUCHBerry. 1995). Czepiel et al.(1974)
2 MetHol oEEg SNIjEeZ 7|Yo| EYNEO|IL) MH|A0
CHet BHE, S8 M|t 22 7(Qlel Chfst ol HHo|| oyt

— "1
OIES QS @t sEX0| JjEoa Ho[steirt

Mol gkx, SME2 AWE AXSH=7t ofLH IPEE X
Ste7tol| et go|ot EatE 4= UCE ESH BN 2,
nzMok=e MERE| CHOFO| 1 CHQHO| CHEH AREA 7|CHeb AH| 2
X|ZE HZ ot Atole| Xtolof CHsH HO|= AH|Xte| HHEO|Lt
(Tse & Wilton, 1988), AH|ZAB0| *|A8t 7| E|RE HECH= &

UCtts B7t S22 Fol& + UCHHunt, 1977). ZotEd 2FO|
M 2, AR M0 X|E Ci7tof ool H& == FHE
SHA EME HUCHD S| = QIX[A AEf(Howard & Sheth, 1969)
oF SYX[E ZIthet &H|AH7F 2B FHO| CH3 AFHHe =z JHX| 1
UE AH0| SYHez ZPso] YAE T deldeet 22
7H'E(Oliver, 1981), 2|1 OISt SFHFOILE MH|A FOIAS
ap BEEO Op7|El= FEo Cie HEHN  2hHS(Westbrook &
Reilly, 1983)0|2} & = QUCL O|0| Kotler(1999)= 11Z40| Z|CHO|
OIXIX| RoHH AH|AHe S22UF P =1, 2Z49| 7S S5
CHEH 0242 TESHA EICHD SERACE

2.4. 70§ O] = (Repurchase Intention)

O|=(intention) 2t Z7HQIC| Of7|E =2 A= E Oj2f WSS 2|0
St 2R AEL BE7t R fAHE HEO2t T = ULt
(Engel et al., 1986). Oliver(1980)= 1ZHo| Ot= M7} XY0f 9|
EE B7MAZICHe Ae2 nAMTEO| Mo o=Lt Mt o|zof
g2 OXl= oA AASIRL, W7ol ol== 1z4o| Ojzf
Ol= MH|AE XSt CHAO| BHE35t0] 0|88 7ts+dolztn H
OI5tICt EDE AHFON ol== 20| HIfe| Mt sHAES 1
SIolg O, AIHE MHIAS SY7|YOE R CHA| RofsHs
O CHSH EHCO 2(Hellier et al, 2003), 2XHE TLHI i =Xt
g0l 7ie] O8OILt MIE N&HoE BN + Ak Y
59l Z§OlCk Fomell(1992)2 T70f =& MEEl H70f o
=0t B A% o= NHOR ATAA A
2 A8E 4 lon wol Tojet MOl B Y Utk
=elolM R0 o= O Qof FhE sAsel Jjdolzt
Sl 10, Reichheld & Sasses(1990)= A{H|A YAHO|A{S| X{FOH 2]
Lol ZRHE ARSI, MHAY0M OIS T2l 2
o] YO o= EQOZM 7|E 1Mol QXSS O
SItAZ =0 AL SERALE

Bearden & Teel(1983)2 X{TLOHQ} Zt2 HIEX JOIMZS =
E 4k, 02 ozt YHEH B0l ACH HA|St AL
Fornell(1992)2 =& 174 OIEC = 1ZHo| off
X, O E A da &2
2ol THTOiE 4= U= 7tsde EEDIC

U

=N
o
olo
N
S

o| 2rF1p =2HE0[(Bitner, 1990), 142| X|F 1t AH|A0M Cf
=2 52 384 FHRIE 7HeA TH, 2SS 1A

o
= = =
| HOfAofA F2 2nE MSoHA =l ole 1A=

S

rlo rob &
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O Atilel A= EfQIOA MESIH FOi o277 A o
CHGriffin, 1995). Oh and Jung (2004)2 1ZHE0| Hizt= QFAFs
O|&2 MH|A MSXZF MAR M, 02 3F2 O|R0{X|&= 0|
o o[2{3t urd2 Soto] nAUE2 FHret e M7of Q=&
JHR|A Ele Zdo2 HQUCE Park et al.(1998)2] FTROAE AH|A
o CHet nZHBt=Oo| XYtOf o|=o| offst HakZ O|X[&=X|of of
1f, MH|A PEEO| Xj0f o|=0f FolHoz FEF
2 LIEHRCH

2 olo] 8X2 LAol| s RETS FANF A2 3
2 olLjol MEAIYS YD, T0f FHO| Y= SE
A ChoR Mgisto] 420| O|RONL. 428 BHOZ A
TE WEsHs Wl F0Y, Ct, DIl gselg
2 SO, ZTA|ZHS 20131 4 18YEE] 4R6UTK| X
MEZAE MBI 24T W
NS ¥ 3 SEYRE0 Anz K
ZA WAOR O|ROIECL FAES )
USEH BB, YR =G B2, A7SA % 0l
B SN B2) S 5 32 2 TGO, Y e 2
A smo| SYAFOIYOD, 5 30020 A
AIg BHESIO] 2025(749%E SIHSYI, 0F ST Ko7t
SUiLL MEX|S UL LIBS SECHA| 20t UFEMo0| BN

2125 HQlst 418(70%) 8 2 A2 dEEM0| AHESHAUL,

of

IE
rlo
nx
Mo
Sl
>
2
e}
O
S
.
rrret o

N
e,
&
_(?t
o

X}

%
ox ogt

= ARZEHOM Fo H4o| =E2 ChEur 2Lk X|ZE 7H
= Holbrook(2006), Kim(2008), Lee(2010), Sweeney and Soutar(2001),
Yang and Shim(2013) S| MHSAT0| Ot} HE =TS ALK
o st 1le] M2 BRos PASAC. DAF waol
=X Churchhill and Surprenan(1982), Oliver and Swan(1989),
Oliver(1981)S2| QITE (1310 47{2] BTz ZAPSIIOM,
TYTO0) O EiZ0| EML Lee(2011) QOliver(1980)2] HIR= %
1810 3700 2o ZALO)| QUSIRACKES ExX).

33, #igo] ZYI Bajuy

10

HI

= AFE A5 2ot A E gieE2 XZ4E MK 29
OS2 J|sH 7HK - 48X JHK| - Al=lH TiK|et NARHE, Xi<tof
Q2 B&F 2|FE(Likert) 5§ HEE AEOIAULL B2 5F2
7|88 ZHK(FtA)et SN CIHALE] E2 dF 7HE0 48
Ste oE MS, 21X 7, 2ol MH|A, FX S AlE M|
S o =0 oiet Y=Y TS 2FX| QChL SF: 0 2
YLHE Fofet Zutz FHEOIALL 718X 7H(FE)2 2Esto]
HES 4F SF 82 27 =0 FEoIAct 28 I
TE2= 08y, EA8 =24 S M 250 it 8E(1E: U
JFR L}, 5&: oie AYCHE BoRSH 2tz FHEOHACE A
SIH TH HE2e X[GARIEE 7|0, Ats|H O[0|X|, EtIO|A

TS M =0 oist §=(E: WS 2ZX| oL 5E:
Jtet 2tz HFOIRACE 1A HE HE2E
. S0 TF S 41 =0 Cioh(d: T3 RHESt
. 58 Of THHReiCh Foret 2o, Aoy o=
T2 CRIEHY 0|81t FON, EfoA FH S 374 F=0f
Si(1E: Mo Q=X gLk, s o L) Eoket Zntolct.

= 7oA E BiEHet ZaE =857 8l Ch3at 22 ¢

Y2 MBOIYCE AN, AT RISl ATEASH S U 0|8

1> L re
o g ox
n
o M

-

o
= O
17| RPsiM Llzl=of EfFdES AYSIALE M Bies 2 o
SAULGE 40| 722002 TStz St =)
QOIE M(exploratory factor analysis)S AFESIFD, AMZ|E &
ol
=

Y7o 287t AWy oS WRKE IEozE N

g=g ot HzolM HAAZREM MEZE #0|= ALz 3
ZHIS YTiAg(cronbach's a)E 4HE310] MEIEE FFSIACE

(& 4y o] TANEO G2 FAN ol U SHYS

o}
B = Ho| =S anx
M
AHRPL 2912 FnweLo| et AHE
582 I}
7155| MEAFOM ML= HZo/L}
7tk | MHIAZ} BEH| HBS BOls | 6
1) | HoZHE 7|0l J1 2N 984 Sweency &
x| |15 HEAZOIN HBEls HEO|Lt Souter(2001),
2t 7KK | MH|AZ} X|2Hel ZRa 7|Chg|l<= | 2 | Holbrook(2006),
o |(BY)|80E 25 Jjoe BRN 984 Yang &
I HEAROIN HMEEls MZo|Lt Shim(2013)
X 2| MHIATF A7 2ol Lee(2010)
K| AEE NERRH sose | O | Kim(@009),
S84
HMEAZOA HZEE KZOlLt
AT | MEl20l MBI A7 HES Y| |
I | AIFIE HES| SEozEE
7|08 984
HMEAIZOIN HEE= HEZO/Lf .
A ol HH2 52 Sofof o
L oioe Surprenan(1982),
7 OF= 17_’!‘ Ol x|7_||-O|': El‘_l‘_—'TE :
04 op= x4 IS ERTIZOILE AMHlA 4 | Oliver & Swan
5 E-POsh SEEHZO0|LE AMu|A (1959)
FOfSED B o] Ofy|Els e
Ho| et TN we er1981
HMEAIEO| HZ0|L AH|20
oy | chel ZEe 3o Oj2folE | | Oliver(1980),
ol ME|AE X|E25L= Chato Lee(2011)
HHE8L0] 0|88 THsA
ITEAN | NY, AHFE X[, ¥, AS0l, ¥ A5, o H2IS

=4 Toj et

AW, MSAE ol8nol X|Z4E ZHX|7F n4ptE S Aol
ol=0f OjXl= e FEH| 25t CHEE|FHE A (multiple re-
gression analysis)& A A|SIRCY.

SR, DARRO0| X0 o|=0f O[X|= ks AFoH| 2I5
o 2|HEMES HASIACL of2fgt 24& fI5H0] SPSS 21.0 &4
{j7|X| =Z=a™S O|EoIRULC.
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NEOIN #l ATSHS LHSIAKIY DI 22 2HS
MHSIQICE 2 70| Ee I RS KT FY 0

HE XI&HQl N3 528 wa 9
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fo
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r
o
=
klorr
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r

UE 1Mo X|ZtEl THK|
Y= 2l=0f ofist SekS OIX[=X[of Chal &
o 24 HAoILt. MEAF o814l X|ZE
2510 47kK| 7HK| ARz 2 EBHRIC). Of
N2 oA, MEE =S FFHTE A

| 2AE EMSHALt

N

[

N

- rE

A o rob
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A

2
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N
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« Mo rE
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341 X|[ZtEl ZHK|eE nHEaRe| 2hA|

Tse and Wilton(1988)2 X|ZtEl Mij2 DZHOt=S =HMS|Qo
O, Oliver(1980)= 7|CH-d1t S LX| O|2E HMA|St Ol2f AH|XIQ|
X|ZE ZHX|eb 7|ChEl ZEX|Ql qh4=dt nABES ZFTICHL HA|
SIQICE Patterson and Richard(1997)2] HFHAME X|ZE= JHX|=
o=t xHol8 oo IFH FyE D[RIcR 3§
Parasuraman and Grewal(2000)2 X|Zt=l 74X|= 0 M nziol M
B HSEOt otz o 2 UHE, XF0f o=, FHoE SOl
Cho FESHRACE Oh(1999)= ZHAA0|A 24| SoOf
HaPgolM X|[ZHEl 7HX|ef ogte 2YsiCtn FESHRA
o, X|ZHE 7tKl= aA4etEap xiof ol =of chet Z-A el M
M QS 5|0 QUCE EDH Hu et al(2009)2 X[2HE 7HK|&=

F

7|YOIIX|E St B0 HEHez I

0ot
mjo

lo
>

= 48 95|10 QUCE Lee(1997)= X|ZHEl 74K|= nzHat
ol ggks D|RICHD SHRAL, Jeong (2005)2 HAEH
Olg ol X|Zt& ZHX|7t 2t& 8l Mo|& 2o SEXQ T
0X|= A2 EAMSIYULCE Kim and Oh(2002b)2 10| 7|
M7t 248 40RO &2 LEfHChe AMdES HRn
X|ZtEl 02 JEX|7t azMnkEol Hth Hdof Feks njRicts A
Lt HPXEN QBBIME SHED QUCKKim & Jang. 2009).
Sweeney and Sourtar(2001)= IZHDFEL2 AH|XFSO0| HE(MH|A)
2 TOE 2 =22 ARES 20| 1 HEWMH|L)E Eoketcta 9f
O|SHX[S, D74 = AH|XFS0| ME(AMH2)00 CHe L0, AME
JE0| 2ESHK| QiCtn HHSIHAM aZIX|= nHDEEO| Ml
Wt FHSIRACE MEtM 2 AF0MsE MdAUTSS HiEe
2 XZE JHX7t AA8kEe| el dee 0H Adez En
Ci23t 20| 78 & HEsAALt

Ip mlo > o2 |0 ot of

rir mjo

>

rlo

FH1: RIZHE JHRE DABEO) Feol YEre 0jA Holck
1 7lSE JHIOR)E DASE el YEe old

Z0|Lt.

12 1 JISH JREDE DABF0| el FHe 0/
zolct

13 R JHXlE ABS0| H(Hol Y2 0" Hojck
14 ARRIR FHRlE D2BESO| F(Hel FES 0jF Holck

342 X|ZHE ZEX(QF X|Of o =fo| A

0§ O] (repurchase intention)= 1ZHO| 79| A1t O|2Hof|
Chet Z|chof 7|=3tof Sixf 7|e| ME, MH|AE CSHOE O
Al O|23laXxt st 9= MO|ECHCzepiel & Gilmore, 1987).
Kotler(1997)= 2ot 0742 CHE HMaAofA =X HFL
7lo|de Mg #E otHzl AHEE Bt SFRACE D'Souza
and Weun(1977)2 10ZHQ| RO OJAPZ} ZE H|=L|AQ} 2t&H It
Y St A02tn FYSIYoH, nZo| Ao o= HIEL} F|
0| et YZ2OILt 7O 7580l UA7ALE = CHE AMEE
oA o|&2 AtXoz FHY 7t5d0| &2 AE 2Ojgcta
SIACE A2 §FS HlWSHD HIKS 2, ARO| JHY Moot

= © % A
g5 TRt 5, 142 4E2 70 ASet = E851 K|
ZtEl gFdael FOiH 7|ItE B, F7isto] Foet &30 o
oF TEL 2SS Gt == ZO|CKShin et al., 2010).

Bolton and Drew(1991)0f 2|3tH 7[K|= &AE X|&A|I7|0 2
Aol FH(word of mouthyg FYULCEM FHEE |5
AH|X} HEo 20| Qoo A™ELELT SISLCE Hu et al(2009)2
SHOM HIet MHIAE S50 ECt 253t 7HX[E HsE2
nAMS2 Hrot GOl 1 7|gE 55k, O 7|Y¥E CHE AlEE
Ol F=Hst7tE ZEofsttte il
Grewal(2000)2 ZMAS0| & =Est = QU= HE SEIH 7+
4 o|elof MH|A EF, X|ZE 71|, 02 SH=7F AEEQl 7|
AEIE S0l=H 2 217t U2, X|ZE
o] MEH HSEDE OfL|2} FOf £ PHE, MFOf 2l&, =M o
SOz gekS OXICtn SFQACtH EESH Han and Hyun(2008)= X|Z4
K7 WE QE(ERRl FH, ERRIONA HRF, 3EE £, X
O|)0l Rolst IS F1 ACk= AS ol ACL OlZst
L] OFE J|XE 2 AF0AM= o3l 42 7HEE2 4789
X} SHCE

7bE2 - XZE 7Kl Mo ol=of Fhel SgE ojE A
OICt.
2-1 2 718X 7|7t E)= Mol ol=o Zel s O]
& Ao|ctk
22 718X 7HI(ER)= Mol ol=o Zmel s o]
& Aolct

23+ 2 FpE KR0) ool Ho| FES 0 Holck
24 ¢ ABIE JHRIE TT0) |0 Bwol Yk nla Holtk

343, DHBHEDL THT0H o Zoto] A Bt MEAT

Fornell(1992)°| HA0ME 2 DAUORCE= 7|ZE02490| o=
= oo, 7t RS Ha, 7|ENZM| O|FYR|, oA E
HEel 2 A 7Y FEo & 52 oIS 7PM2Ct ot
Ch. Bitner(1990)= =74 RES &3 2F0| 04 2=
oot Fgs OjXckE FFEME MASIZSH, Cronin and
Taylor(1992)2] ATO|M= AMH|A FEHO| DR S 0K
of HEE0| o = WIS IS
A

i
S OjACks QImEAE FA
oM AT Tof 3 WSO MYHAYS HolSHYCH
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Szymanski and Henard (2001)= FEFE Ol Ok=ap X0 o= 7H9|
HAE 7|EQ ¢TE EMNE HEL EXM(meta-analysis)?t 20t &
ot AZI AZE WM, Ryu et al(208)2 Z|AEEFO| Tt
Z O|0fX|, X[ZtEl 7kK], 2| nMDE2 NS o|ro| 58
of M2 FHSID QUL Park(2008)= EaA SUS2| HHE
O] 2ol gt F7Of ol=of 77 o0 SEXQ FeS O|X|
= Ao 2 2MBIQD, Oh and Jung(2004)2 1ZHE0| Higl= 21
At O|&E MH|A HSXEZE HMAIE o o2 Q=2 O|R0{X|
= 0| o|2{gt WHHE St nAME2 et 2 THToi
o= E ZHX[A ECt SHRUCL O|NTF YetH o=z HZO|Lt AMH|
20 Cfgt D=0 BHEOjREE T FASO|LE XF0f o=,
=M ozof ZQst FF¥E 0FCH= AFANE HojFLn ALY
(Babin et al., 2005; Hwang & Hwang, 2005; Ryu et al., 2010). [[}2}
M 2 AN HAARLES HEeE DAMDE0| YR o=
o] el gek2 0|& Aoz Ha cf2nt Zo| 7idg MdYst
ALE

r
o M 12

7bE3 - DAREEE2 TO0f 2=0f FHel s OjE Aok

JjLt 22 M2 SHAE2 UEEVF 0 oo 583 8
QIO|X|Bt HEARAZ OfLD, 12 BEfe2E= If0f oS
s28 HEy 2%0% ozl Ko o
cob mRE By Jo WeMS X7I6kD UCKHomburga
& Rudolph, 2001). EESH Oliver and Bearden(1995)2 1ZHOREOQ|ZH
QIX|Fo| ZFAQl XpQl ghHoy, Ao oLt N 2=
HSHQl AU EN HHeR OHE FXRE #1 7| Mo, ™
HHEol BFEEIF YO0 oLt P BWE HIEA| JOA7|=
A2 otLgte FHEGH7|E SHot EESE Lim and Lim(2002)2 X|2t

o
rot 7
e H

Sl Jhxlet DABHE Aole] BANES HIShs IOl X2
JHAE D22 BIEAIZ|| I8t ME4oln, NABIES X|2E
JhRI0] YErg wop Xj= TOf O|=0| YES OIXT K|ZHE T
w3 NYMoz NABF0| WS OACtD MAISHACE ek
2 ATOAE MUUTSS HIFOR Ch3t 20| FHug uNe
et

7tE4 X4 ZHKs AATES O7H= 5tof Ao o/ =0
dmel gs 0jE Aolck.

HA SEAS| CI7EH Ed2 HelstH ChZat 2ok XA Cf
Ao EdE MY, dY, AF X9, ASSFE, & WESS, 13
TOHH|E0]| M2} LR Ble M3 MASH ZaofM EH H4E
of AAME 0{450] 166 (69%), 0| 75HB1%) 2 LEFLCE
ez 204 O|2F 18BH(7%), 21-30M] 67H(28%), 31-404 623
(26%), 41-50M| 39Z(16%), S1A| O|AF 55E(23%) SO & 40-50CHQ]
SHEB0| 39%2 7HE =2 HIES AXstD QUCh 7HF XY
AUOME HX A ZAX[HO| 131H(54%), 7|EFX|D 110F(46%)2
2 AF XYoj| JAojrMEs EX| E44 QX019 HIEO| 46%=2
=R/UCE F AF2 2008 @ O[SH7F 109 (45%), 3008 & 0| &40|
132H(55%)0|11, & "o WESsE 43| /3 0|4 HEO| 28Y

(11%), 1~33)/Z 0|4t 44(18%), 23|/& BH2O| 67H(28%), 13|/
20| 12F@2%) 22 LIEHCE & 18] &20| 2% 52 A
2 HXX[%9s Y=ot X2l Hlgat LXBt = & UL 1
3| FOjHIS 10MY O[3t 76B(31%), 10~20MLU0| 81H(33%),
20 ¥ O|YO| 84F(B35%)2 LEFGICE. Y232t FOEIIE &
o = 0, N958d X9 & 7= 7T HRE ¢
ot =3o| Eeds fFdl = 5 Utk

A
o o

42. H0| Azl Sl Et

ofl
N
ol

MEld M0 §M, 2t 2210 siFst= xS0l oty Hr
X 43, ddd, 22|10 s2idS dESI0E 2 AF0M=
Pets 53E=S THSte HMzo| Me|dat EfddES t
2|8l Gerbing and Anderson(1988)0| H|OtSH Mxtoj| iz}, 2 AP
O] Z=3tEl 2t @0lo| of2H==0] CHot tHY Xt OffE Tt
7] QsHM BHEE Q0IEME HAISH Al 1-FX|(eigen value)7t
1.0 O|&el QOIS0 MHEE=E 3IoH, 29l M2 040[d
O|H Rolpt A2 ZIFSIACKKIm, 2004). Z} Bi4EH YK HO|
W& LaES TESH7| Il Cronbach’s o gf2 <& 5>0 LiEfH
HiQl 20| B& YHM o=z QI E|OX|= J[&E 40| 0602 A2
St ACE LEIL; HE R F20 Meldes gEs Aoz
LIEFGACE EESH KMOS 0.876, Bartlett ZA™X|= 1872573 @& Lt
EiLF RQRIZA S S7[0f F2|7} gle A= TEHEICE 2 20l
7188 7HA, AEH THK, ARRlH JHK|, DARRE, THHEE ok
S22 FIERALL

M

]

43. 714 A5

431 7kd 1 4T : WSAIY o8l X[ZtE 7Hx|7h 1y
2RO OjX= d

o

= A7o 7t 12 HSAIFE 0183ts 2HIARS| X[ZtEl 7t
|7} DAREE of O)Xl= Sg= 43| 2ot CiEelHEN

HABIRCH, 2420t < 6> I 2T} 97EY¥ol 28
43.9%0|11, F EA L 47806 ZAM {[olF==0|A Rolot
(p<0.000) Z1+E HOjF1 QUCh SPHo| OFSHY 2HE
siZst7| floh datARA o VIF X5 245 Al VIF ¢
0] L0002 CHE3MEel EXE M7I=X| ot SAHez Ny
o RYoz MY 5 QUCh &HRRS| X|ZE JHKQb 1A RHE
=of oist RoldE amEE 71K M, #EH 7HA, ARlH
B BF SAH2R ROl5HA UEHOE PHH2R HmETE
7188 7S, 8 14 URE0 oish Yhel gEez
gge oM, 7IsH el 2 ASof thet g2
8.368 ZA{ 0.000 o] ==0A 9| SIASHZIE 1-1 X[X)), 7|
o IHRXIED2 =A== Cheh tgh2 4.637 2AM 0.000 o =&
oA &2l SIACKZHE 12 X|R). A8 7HK[QE AfR[H ZHK|E
074 PEEEO) O3 Yl WEez FgS niMeH, 48 7t
X|of 2| A ==0f CHEt 2h2 6.920 22A 0.000 of +=F0|M 72
o Aoz LIEGem(Itd 1-3 X)), ARl 7HK|Q| 2| ¢AI=0f
CHot tgh2 7.198 2A1 0.000 2| =FO0A Felot A= LIEHRTE
He 14 X|X)).
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B 5 78 700 et 2olEAar el 24 At

<B 6> X|ZHE| JpXjet DAVEE, XYTO) O =of TSt TN Hat

Q09I M|zt
T o Cronba
I TS
2| 2% H M | 1| % |cha
o | o | B
7140 48sts s HF | 774
15 | 7HACiH] £2 &8 Ms | 753
~ xlx-lj_ll. ol-Ol A‘|H|¢ 668
S|
IHK] Sta|=ol 7} o6 | 3238 18268 | 821
)| FA X FIE & A|ZAMH|A| 505
HHES 7t .504
/=R 822
4 EN2 730
x| A =y 708 |3.074 | 17.079 | .826
zt| 7K org .699
| ZHE HHFEE =P 524
7t
Al xolo| o|8 T 758
N A& 0|0|X| 678
H EflofA £=2 & 647 |2.7724 | 15.134 | 795
7HK| X|DAtz| Yo 7[of .606
TEHE o|OfX| .606
s
=~ MESE AFEZ =2 823
= =2 o&d oTr .
IH] Mo AZo| X ey | 1915 10.637 | 788
=)
0|80| 7|t &Lt 811
g AZ AEO| BHE 796
2497 62.423 | 799
UzE A MH|A0| 2HE 787
0|82 Yot {MEd 765
e X|&& o8 3 Fof 865
o EfQlofA = 844 (2.086 | 69.531 | .780
-lE OA-IX-I oz M E_| 791

A 1872573 * E& H49| KMOE 0.876, Bartlett®| 713

Sig=0.000.

™ 284527 * Of7f H=4=2| KMO= 0.778, Bartlett®| T+
Sig=0.000.

AY 205812 * F% H49| KMO= 0.687, Bartlett®| 713
Sig=0.000.

N JLHE Hluoh| e BESE AP
£ 2T 2 20k B U0l 7ISH THKI(7HF) 405, Afp|H ZHK] 349,
™8™ 74K 335, 7|5 TH|(BE) 225 oo 2 Ipt|RACt

et MSAME 2HRe] 2SS =0|7] ffE 716X
7HX, A8H THK, MelH 7EK] 20 et 127t Eeot Ae
2 AREH, B3] VA F2 45, 7tE0 833= oH A
S, 2E2lH 7t gol MH|A, A S AIE MH[A §9| 75X
ZEIEHERDRE "RIGARRIZT 2|0 oF 22 ARRHZHX7} 0ie &
gzs & & ALk

. 1% =L TR
B t p B t p
JISE(7b2)| 405 8368 0004 | 317 6252 .000%**
JISHER)| 225 4737 0009 | 231 4560 000%**
2 335 6920 000%** | 298 5874 000%*
Ve 349 7198 000%**| 393 7757 000%**
oo R%=449, £X= R?=439 | R%=397, £XE R?=386
2ot F(p) = 47.906 (0.000)%** | F(p) = 38.639 (0.000)***
VIF = 1.000 VIF = 1.000

<05, ** p< 0L, *pC00l , BE EEDME B

432. 7td 2 4T : USAIE o8l X[ZrEl ZHK7F A
of o=0f ojXl= It

= @72 7t 2= TSAZS O0I8dt= 2H[ARS| X|ZE 7t
X[7h aHZe| ol o|=0of bjXl= g2 dBot7| flst Aol
O, 2MZ0= <E 6>1f 20t 2| 2Eol MYHH2 38.6%0|1, F
SAE2 38.639 2M FelFEUM 7ol Zkp<0.00005 2O

Z=1 QICh VIF 0| 1.000 22 CHEEaMMo| EX& 7| X|
BARULCY.

2H[REQ| X|ZHEl ZHX(QE O ol=0f Cieh Rolds HTHE
OIS 7K, 48H MK ARlH VH 2R SAHLR °°|

SHAl LERRCE RNz A4mEE 7S IO, 8
Mo o|=0f chel Fhel Yoz s Men, 7| 7f
X(@t)el =l HA=0f TSt tgk2 6.252 2A 0.000 o +=FO0fAM
7ol SIRACHZHE 2-1 X[X|). ot 7[8H ZHX|(EE)2 =A==
CHst tZ42 4560 @2 0.0002] =AM || SIAUCKIIA 2-2 X|
A 28H ZHX[eb Al ZHAE RO ol =0 e F®hel &
oz s niNen, &8 JHXel =HAS et g2
5.874 2M 0000 o ==0|M oot HoZ LIEMAICHIME 2-3
KIXD). £t At=lH ZHX|Q] 2| A0 CHeh g2 7.757 =AM
0.000 o| +=F0|A Folph A= LIEFICHZHE 2-4 X|X]).
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