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Abstract

Purpose - This study analyzes the effect of customers’ perceived
service innovativeness of service centers for electronic goods, on re-
purchase intentions of customers, using behavior intentions of service
centers as a mediator variable. In customer management and customer
relationship marketing, service centers can be the most representative
customer relationship management departments because they are most
closely placed at the interface with customers. In addition, this study
intends to investigate if continuous relationship with customers during
one-time product-selling can affect their repurchase intentions.
Specifically, this research aims to investigate if the expansion of the
saturated physical market of the manufacturing business, to intangible
service markets, can be competitive enough to satisfy customer needs.

Research design, data, and methodology - This study targets col-
lege students, and especially those who have computers, digital cam-
eras, or cell-phones, and often use electronic products and services.

In order to investigate our hypothesis, we analyzed dates through
SEM (structural equation modeling) using SPSS for Windows 18.0
and AMOS 18.0. In addition, we measured Cronbach’s o coefficient
using SPSS for Windows18.0 in order to measure reliability. Further,
using AMOS 18.0, this research statistically measured convergent val-
idity as well as discriminant validity, and examined mediation models
and path models in which service innovativeness leads to customers’
repurchase intentions of electronic products.

Results - As a result, this research shows that customers’ perceived
service innovativeness of service centers for electronic goods has sig-
nificant positive influence on customers’ behavior intentions of service
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centers. In addition, service innovativeness of electronic goods’ service
centers also has significant positive influence on repurchase intentions
of customers.

Conclusion - This study investigates the effect of customers’ pos-
itive relation with the innovativeness of electronic service center on
their behavior intention and product repurchase. The more concrete,
important results of the study are as follows. Through the mediating
effect, the findings of the study suggest that customers’ behavior in-
tentions of service centers partially mediate the effect of custom-
ers’perceived service innovativeness of service centers for electronic
goods on customers’ repurchase intentions. This research also provides
an insight that the importance of service innovativeness and in-
novative approaches in managing customers should be recognized in
the process of repurchase and service roles of manufacturing business
as a way for customer management. As a result, the relationship be-
tween customer satisfaction and service quality of service centers for
the electronic products is very sensitive. Although previous studies fo-
cus on certain aspects of the case for enhancing service innovation
(Kim, 2012), this research recommends that the service centers need
to understand the customers’desire first and try to adapt to achieve
customer satisfaction by being innovative. This innovativeness of serv-
ice centers would make customers visit them consistently, which in
the long run, will also influence their repurchase decisions.

Keywords : Service Innovativeness, Customers’ Behavior Intention
of Service Center, Repurchase Intention, Mediator.
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ZEo| Folet S AMMC HHE2Z AIFOIM 7| ZH Ear 37
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Aol FA A BAZSE S 04 SYEE 0|20 U= gote
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2 == olF2 oie 24 ol OE HI8S EHe = 2
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o 7hde zne] A 2YQl  Customer Relationship

o

Management(CRM) 7§Eat GHAEICE 12 FX|o] 5R/H0| QAL
WA aMato| FI|H BAE FHStL LIop niap 71| 7
HE "¥st= oA DHAHEe R EHSHA &= ZAO|Ck

ZHA IO E =, E3] A/S (After-Sales Service)= 1ZHuto| MH
o QIXIst7| =0 7F& CHEXQI CRM 2AM7F 2 4= QUCt 2t
M 53 2H[ZHO| ot ME TOf Ol MHIAE S5t 1Z80to|
XEHQ 2AZF MFO0RQ =0 F&S O|X|=X|, §3| =Z3lot &
2[8 AYe| MZY0| FHO MHAANFHLE 2SI AH|XC|
S7E UESH Sh= A0l Fo|0|gkX|of ot AT HRHO|
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2.1. MH|A AN
HEHo= YotElct 8|1
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HEsdilat 3FELE O|RE2
2 L¥E
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&2 St Ut
10 ZAMEUCHOECD, 2012). AL} SFIPEe| AMOILE HEH
A2 MzQol sieste HMNES2E MH|AZOOAMQl S
Z|E=dAolL MEZSLo| =Rl APElE d<7F HO(Brown
& Eisenhardt, 1995; Dougherty & Heller, 1994), Z=Z/S Al QIS A,
Zotdl 59| 2R7|FED oA MEHAML 7|2HeE 2REY
HALREL|O| 7| ot HHH(Knight, 1967; Klein & Knight, 2005), A|
294 O[F0|| O|ROX|= AR ZHZ|Q 2HETH MH|[AO| Sl
M= ot O|o|Siot.

HEZS o2, MEQ| AFRREIZHOMOIROX|= HA2 MH|
2 Sof S| FE CRMEAMOA O[R0{ZIC}. Venkatram(1985)
O MEM MH[AE= JiQlotE 42AME0| S5 THKIE dAksY|
25l o8 E= MH|AO| 1 AH|IPF S22 UojLE 1Yo
o ol2fet IFEE &3l MH|A9| EE0| FOFEICE Mu|AEM2 1
HEA 7HKE MSoH7| ot M2 ME|A 222 THESHAHL
7|1E0| Ikl MHIAE 7S M2 MH|AE HSS= A
L= ME2E 72 =IO gtEst ol silez FolEICHKim,
2004). M= He| MH|AYS| Al @A MH[ASA Ee Z2
M2 SAE 9|0|SHCKGwack & Choi, 2009). THA|H O 2 AH|AS| &
A2 MEQYel MEBSAL BHEl JHEHOR AMH|AO| LIE HHC
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MH|A SA2 HEY HZE FHOIM MEL MH|AZt At
El HEfQ! PSS(Product-Service System)QZE HLL|T JUCKCook,
2006). Cook(2006)0f [MEM TpAH 2Kkt AHRIO| M|EFDb 3K A9
MHIAZ D0 HES MSste THAPOIM TR |39 HE
(P)2F FHO| MH|A(S)Q| 28tE Sot0 0 =g Fdshe t
A|(P-s). 2|1 OpX[ate =z P-So| 50| HESRZ, 7|HAld 1g|
0 AAHENETX] LS THATF HEZ K S-A{H[A A[ARICHA
(PSS)EtA 2 2 = ALt O] AP 25t H=E 7|PEQ 4
2, MEe & = A7t SRE A0| oLzt MEFS It= HHE
AZEHeZ2 FZ MHAE HSSHY AtRQ| mOf Fo| HE +QE
EE5I0 MH|A AHYE S 1 DHEZ 0|20 E = USS
f 4= QUCE O|F| “44tap AH| 2ol Hol= MH|A HZ2| Ol

Z0| HE=S Ty 13|99 Hefj7t ot ME AMH|A Al
H(PSSE A7t 2 5= QUCE Cook(2006)2 12| H-Of|
M 7|Y2 PSSEQo| H QIS Mz2 1ol & X[
St7| st ®Mz=7| Yo MO BFEE= UHFREE S5
AL O|H| MH|A= 29| X|HHE QI Ef7} &0 OECD
7Sl MH|A T Q4= FAL HEQ Z™OM MH[A ZA™Y
oz BIHK|7F FA7ID Aol A= HZYar MH[AYS| &
0] 2zt MEQ| MH|AZ7L LojHTtn & 4= QUCE F, HEQ
MH|AZH= MH|AO| CHEE HolE St MEat MH[A ZE
o Agol oI M2 MH[Ao| ¥ES SIH HEF=YFI| T
ogof Crefel nZATIX|E oottt & 4= QUCE Min(2007)2
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IO DOl WRE e MHIAS LBSID 0|2 0] A
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22. M| MIEOf CHEE AH|RRS| HE2|=

MH|A HE2 AMH[A 20| FORXIRE TOfX}E 7F 2= &
At290| EME HECKSoloman et al., 1985). M|Z1} AH ) e
Ol MZYUMQ AH|X} 2to| H2EEES 2= FOIAM MH|A A
e CHRIE 2tAo] £40| e MH|A FFolat & 4= UL
2t MH|A HEoZMO| MH|A MEl= MH|A HE2 MY
o AH|XL AFO|Q| &2 EEX HRJRLIAOIMS HESHH MH[A H
2 AgoM gloiMe o E 2E0l2t & = ULk FE MH|[A
HEO|M TOfXLS| R/ LA O|MO| a0l ZEX HhZo| O|X|=
gdak2 HAZYO0|2(Emotional contagion theory)2 2 MEHE|O] 2F
CHKim, 2007). HMAE2 T HOHEO| MEEPEH|A oF ALY
2ol FAM7E CHE HTiel MY E2E O|Eicks ALE FHRL
AoO|Mo| Hets THESHTHPugh, 2001; Verbeke, 1997).

MH|A9| H2EE AZo|M MUY oA, RoMN =&
Ol 25 2HUSIH MH|AMEOl 22|17, MH|AME ZRAo| X
e, d=87d, =24, ZAa2E 82 BE #=F0M ZFo| oA
o8 MYE|Q H 5= UCL AH|XE2 MH|AMEON 22 3H
A =22 2EAN 4ES S 0 ARlH A2 EEaPE0N
Hote MH|A 29| 1O SiH7|Y THZ2o| 27 mMERlE e
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== QUCHPugh, 2001; Tsai & Huang, 2002).

M2k AMH[A HEOIMO| MH|A MIEQ| A2 AH|[XHSO|A
S8 dES B S|k o, 2FH AES Z-SHA o
o2 AHAMES] Bl Bo|Y ST 049 Sasih ofy
of ZE BH80| FEE F= Q002 MH[AMEO K|, O4E

S, A4, HY MHA 52 S 4 o] ojag AHlA M
o ¥ SYHoE AREY|EC FIHOE AH[Xl| WSO
col ¥ge Tt

B2 Qhls A0l Efgd ZAO|Ch 1749
S22 #ELE=H oo gt HEdS2z =
=85 Mol S WS|=7t LIEHHTE
O|E S tiEXel A= o] AFO=It 718 FHFLIHO|
M, ATohel=, MH|A Hel 2EHAS Se= BEEECE d7E
7t UCHZeithaml, 1996).

23. M=ol thet Fofele

2H[RHE ME/AMHI22 AEFYEZRE SIESHCHHoch &
Deighton, 1989) ZH|Xto| ZH2 AHIXIOAH o §EE HSdt
=0l olHtX|5t AH|AtO] =, siMES Sl MEE Hln &
gEE 010 LU HMFO|Lt AMu|Ao dutof Ciet oj2fe] ds
O|==2 LtEfLEA Eloh 07 TR st = 232 AFEA,
o574 7|Cl(predictive expectation)= 2H[ZEO| et 2HE/Z0HE

O Cier HIF 7|1F0| E[O{RCE d2{Lt u2 TEE0| FA| HEA
2ol AHIAHN FOX|= AH|XL| QIX|H- AFH HHZ0[2HH
(Oliver, 1997) A|Zte] &S 123t ME A2 O|=0| AH[XQ|
Ol ds2 d8A= A22 SEIFQ S JHEN= FEL|
O{OF Tt 2 AFO|M= EHEHZA I ZBOHE(Episodic CS)O|A LIO}
7b AH[EE 0|2 1o HFAA HtE WEol 2t HHSY|
2 oIt

HZo| Chet n2Mo| FOfolAl= 7|2Xoz HEQ ZX0|
2 4ol Bk=nt S0E0| AF™E ZO|Ch L} MH[AALO|
A9| 7§H0| S0 PSSA|AHEITE ZHO| M AMYHO| B B
215 AFOM ZBERRE &S| foiMe FH| MH|A AR
o2 vt S7tu|stn o|of ME HE-AMH|A 2F 20foM=
Che MZQl F2 Z™H Qo MH|A &S0 0 FAojol=o &
g2 O|XA gt 242 FOE O|ls A2 72Xz 19|
LI=OjM ZYsX|ot «7|Cf>Qelo] i 83 Jug it
(Oliver, 1997). 1Zio| HIE L= HIME MEHOM “7|CrQol2
ol Fojol=E HYHS=H o w2 HFHZ SHSIRALC
(Kalwani, 1990). £3|, MH|A &3 2o 7|27t HF IR
St HME2t H|WSH MH|AZL Zh= 2 d(intangibility), H|E2|
“(inseparability), O|Z!/d(heterogeneity), A ZM(perishability)2| £
=0 a2l FojelEz HALY| 2siM= 7|HHE =2 Er7t
RACE olZfet 7|tHE Sot 1 QF2 Oj2ie| 7|HHE ZFESt
HTOE FUSts 2HAC AeZ st 221017] E0| 525t
CHYi & La, 2002). X{0H2|== AH|XIQ| 4EO|L} MHAE &
ot 24X 0l HE THAQt o] HHE F4, AIE|, HFoe=
of AZN27t El= H4E AL FCHLaBabera & Mazursky,
1983). & AFO0[ME= Ole| O|EX AFE 7|XE2 AH[ARO| &
S2EE St ZutHs2 MEO Chet MFOQ=E MAISLX}
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32. 7tdel 2¥ % O|EH Hig

321 MH|A HIEC| MH|A =ilgit aHXt] XME Ao
= kel A

2 AF0ME MH|A Aol AH[XIS| HZE fFOiRtel 2
AOIM ReIHso| AeE & = U=XE HHEA2EN HMZH
ME MH|A SdAEol ob|E HZHSH SHRACE A& AMH[A
AHRfo M MH|A9| EFO| Uz BtE Sl X|Oio| O|X|= FEko
ot A= F435| BCKShin, Hwang & Chung, 2006). £35| 2tz
A, mFAMH[A Z2Of, SSMH[AZO0), AxX ZOO|A MH|A
of FEI 1 QR0 Cigt AT CHISHA =[O RACH
(Song, 2009; Kim et al., 2012; Chung, 2008; Han & Woo, 2011). -1
HLp MH[A9| MO CHsH MH|A &HA0] OFH HMZ=HO|M 27t
MH[AZF 048kE 81 XY FOoje|=of OX|= g2 0|3t HOo|
Ot & AF0MeE Mol CHEAtH Rl TRFASAON TXRHZE Q|
HEZS4 29| MH[A S4ld0| AH[ARS| YT O{el=0f Hgts 0|
X=X ZASH B7|2 Tk 7|& MH|A 20| MRS MTHEH
MH|A SLl0| LolgE a2 QIS ef Mol X0 0| =0t
e & 5= QUACKSon et al., 2010; Lee et al., 2004; Kim & Lee,
2011). Mt HIZHOIAM L] AMH|A Silap ol XYFLOjo| o
Oiet CiE2ar 242 7HEg8 =52 = ULk

7HE 1] HXHEZ MH|A Bl MH|A SiE2
7.

AH|RFO| H
XEMZ0l CHot of o/ =0 FHel Feks 0= A0|

C}.

322, MH|A MIE{O] AMH|A SAIATE AH|XFO| AH|A MIE{O|

=
#solz 7to| 7y

Mz MB[AME ] Mb|A HAE0| AH|XS| AF2lE
of Y2 DIX|=X| AmENA; ook MAATPO| MEH X|ZHE
MEA FE2 07 BF Sl 28X AFo|=0f Fo| Fes 7

K A2 ZAEASH(Gu et al, 2006), MH|A FEI|HES 2

oF MH|A il FA 0| S Lol QUoh Al
MH|A LG CiolM= AHIAZE Hulof oSt Mas =7ls
BF AH|Xe| BEo|=0| FEHC s DECkE AFENTL
UASLKRyu, 2011) Hilo| M0o| 2 FR, MH|AME S
nATEDe HANME SEHY STEE QL Eoh AHA
g2 Ao AFO=0f Yebs O|FCHKim, 2007). L2
Yol BR, MHIAE MSdts dE2 MEFS 7|2z o AMH|
2B MZ=YH|QE AH|AF 2t A0 LOojLiH, H=Y
Mol MHIA HAY Lo mef AH|X] BSSAS HS(Z
o

= ACts FoiM ohaat 22 7HdE EEg = AS Ao|ch

[7H2 2] FAMF M2 HEHO| ME|A HAE2 2H[XR] A
HIA MIEQ AF2=0] Fhel s ojE AOolCh
HEE AHARS| MFOiSEE &FOILE MHIAE
adget dgHel HE el nMo] E-E Fd, M2, Ao
=of HZE127 EE #eE2 A7E0  ATCHLaBabera &
Mazursky, 1993). [2tM DZHO| HFO|r = AH|XtO| Z™a WS
= ZEstaz ol et MZFe| Aroiel=of S NE = AU
Ch = FF0ME 2HXS] W38 St 2MHSZ ME
Chet ToHel=8 MA[SEL AfH|AMEOA 2ot nZio] o

t

o
Ol=7¢ MFO| ChHet Moiel=0f ekl thiet 7tde =Ed
ULt

4 on =

[7H2 3] MH[A MEQ| AF2l=es AH|XRS| HXMIFO| Chet
Mrofel=ol el dgS ojE Aok

323. Mul2 MEj9] SAMDE AbIXte| FAFHEC Ch AT
DjolE Zho| B - 4H|Kte| WEo|Fo| ofet

AH|XIO| HEO|z= MH|AZZRY O2f Z™EE|0(Lee et al,
2006), AH|XIS| AEA HRE2 AH[AIS| AZ2LE Oi7i5t=
g2 ZIZTICKSuh, 2002). 02 HEO| MH|A ME= MH|A H|
39| MZEYUMQE AH|XL ALO|Q] MDEEX HJRLIAOMNE HE
SHH(Kim, 2007), MZEA2| =2l MH|AME O SAldar 12
O ZtAH A7t AH|XF YSO|E 2 LIEFHCKYoon & Jang, 2012).
E, MH|A FE 40| A0l MH|AMEE= DM0|AH Aot 28
ot MH[A EEE HBSh=7tof et AH|Xte| WEo|EE A™E
2= QUCh O2|1 MH[A MIEO|A Z™HE DM WE olkEs A
= MEQ| IFOCIAR HHECHD & £ UCL 7|FEQ| TN
= 14 a0 M dE, HE MO0zt =2 AutHs=z
AEEQL 2 AFoMs 1 HSOE o HEO it
HFoel=E A2 HHSI0] S7te| AH|AF AFZ2l=of o}
£ g0 =TS F7I= stk MH|A Sidi HE HFoel=
Qto| ZHAHOA AH|XEZE EH2 MH[AO| o5 WFOEE S K|
ET04e/At 2 E|7] WE0|CE M2t ChEdt 22 JHEE =

=35 A
s+ ot

[7H2 4] 2H[RQ] ME[A MEC| dFol=s HAMEF M|
MEQ] Mb|A =G0l aH[RRS] HMF0 CHSH iToje(=0f OfX|
= RIS Dj7HE Z0|Ck
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41 BE2o| MH I MEo| Hit

= G7E FAHE MHIAE 7FY 229 0|83l Us HF
B, CIXIE7IH2l |FUES XS tiebde=z gotlnt. SEAt
o Y2 2MFE R2MIX| EnF ZESHH, 20047t THC|

94%Z XHX|SHICE
g 38 Wegoz:= 4EX|E 0|83, 244 8
t

o
232 Hel 30| SEAE ChoR ADIYCE

i

%

N
N
rE

of A Holo 5%

AL
T
GITOIME Kim2012)2] 9IS A1Bj0] MHA A T
H30] 2 BHES 93 e W0 Cfst +802 Mol
OD(Kim, 2012; Kim, 2008), Baker@} Sinkula(1999)7} 7}gtst
MEZ HiEoR of oqolM ALRE 2ol L1ge Husgict
J2|m TH(1=HS JX| QC), 42 EO|C), =019 IHCHZ Cf
23 MESS M SHO| ARSI

2 oM MUUITE Higoz MHA ME[O Cfet WS
oz E FMAME MH|A MEIS WES & 1ol #2oz Ho
30 RAHE MulA ME| HYSolE, X012 oA, IHE 2H
oz TNIYLE 78 2IHE(=KY 1UX| YC}, 42 E0|C}, I=
1S Zcho| ChEd HEsS2 w4 ZHo| AMRSINCh w3t
HAHZO| Cfet WEolEES MANZ| CHs nzo| xjqof of
=, TO|® olAtel 280z TASINUCL TAHQ B MEe
<H 1>0| XA|SILICE

|_°r|-|1

z OoF ¥
39

=

<E 1> ¥4o| ZAH Holoh ARR}

24 .
i N 23 e
M MHAMERE D20
0| £S510] MHAS
HIZC
MR | WAMHIAMEE 70|
= H3lE =230} .
1|E |'E To_‘_ |' Klm(2012),
ME|A [ RAPHIANES 84 AHA .
S p 4 | Kim(2008), Baker®}
MEf] | M3 T8 Hze Sk 1999)
HHl2 | A7) 9P 2ttt il
ALY MR A =
AN HBHS
ol thgok| ool
o
AMH|A L= 22 2lo| MAIHZ _
2| L A% 9lo] HAIE St &

ME{O] | MH|AME{S 0|8 Zo|Ct.
oSt L= ®xHE MujA7t Zew| 2
43 motct o] MAHHE

Bitner(1996),
Babin et al.(2005),

o= | MHIAMEZE BefE zo|c Suneor)
L7t MXIHES CHA

M TOHSHCHH Lhs &

= MH[AME Q] MXIMES Zeithaml &

[EHSJ! _-TLCE'H%* 110IEf. 5 Bitner(1996),

NETHT MM ES Foig mf7F g™ Babin et al.(2005),

ol LH= 9|o| MH|AMEQ| Sung(2012)

HAHES ¥z aeg
Z0JCt.

43, MEZ|E 9 1M ElHE HAS

Az BME 8l SPSS for Window 18.01}F AMOS 18.08 AtE
SISCE 12|10 SPSS for Window 18.08 O|83}0] Cronbach’s o
+=E F510 M2|EE FFYSIRULCE EDH AMOS 18.02 ARESHY
FEEEEC| THEISEQ HHEIHEE SAMHSE 2Qlstn M
H|A SAd0| FXHZE0| CHet MF0ie| =0l 0|2 HZE =2yt
o7y 2HS AESHRUCE

2 AF0M AR FEEFE9 MEEE B
{2t (internal  Consistency)2S HAISHIUCE LHH LY
St 0| TisiM HtEXoz ZHYES U LIEH= SHUS
o 242 oOlBiL). HEHM4EL| ME|= HE Zuf, MH|A HA
44(Cronbach’s 0=.882), A{H|AMIE{O| CHEH W-=O|E(Cronbach’s o
=962), MXINZ0| Cist XYTO{S|=(Cronbach’s 0=89)E AlZ|E
7t =H LtEFSICE Carmines and Zeller(1997)°] A= I =Hp &
TH(Cronbach’s o) gf0| HHUFS| WHLEHIS LiEHE X &
o|lh, A2 ZE0l HMatet S AS 2ol HE QUL utHoz
Arz|atsto| M Lughol 0.5 O|&to|H AZ|Mdo| Ut g =
ooz 0] 42k HEo| MEM2 ULt & += ULCL
Hb I(Cronbach’s o) ZtO| 0.8 O|Ato| Z+E HO| AlZ[A0| Of
Lot A2 L2 Ch(Nunally, 1978).

2z B d550| 24 Fdides MES| LYsH=X|2
EtgdE ZBot7| st =™ QIR A(confirmatory  factor
abalysis: CFA)S AIA|SIQUCE 2Ol

—

% olEMe CigRoR 7Y
oI Jhg SOl Chet T KA SIS Qe B Zto B
g M¥SD O|2X XS OISTA B U ALgSH: wEo|rt

(Anderson & Gerbing, 1988). ZQIX QOIEAM AL MH|A SHAl
g, ME|2MEO] Cfot &9, MAHE0| Ciet x7tof =&
g%t HEHS=S0| QFXYX|7L 001 £=F0M Fos &
o ZTIZEtEMO| OI™MEE|UCHAnderson & Gerbing, 1998). =HOIX
QM Alts <g# 2>0 HASHACE FREFA 2ol XMt
£ Bl Qs HlW HX|=(CF), ®EEHEEX|(NFD,
TLI(Tucker-Lewis index), RMSEAZ}S AHHEQUCH RMSEAZIS .08
0|8}, TLI, CFI, NFI= 11 ZfO| .900|A0|H HMoter} £Ctn
= QICKBrowne & Cudeck, 1993; Bentler, 1990; Tucker & Lewis,
1973). SOIX QOlLA ZT} CFI = 994, NFI =962, RMSEA =
052 F2 Y2 BEY + A9t +UE HolES HRA
V8 £F O|2E ZED Zul, West et al.(1996)7} HAISH 7|F (
HeX|[<2.0, HEX||<7.002 SF5t0] Hrd 7HEH0| O{ZLEX| 2
RUCHD ZHEHSIO] Z|CiR = ol oo 2d FFES SHRICE

QOAMIHE0| SAHE Fl5HTH(t>1.96), +=HEIFET} T
ZSHOSICED & 4= Ql=0|(Anderson & Gerbing, 1988), Q1M XY
U0l B5F ROSHA LIEILIM =BEIHH0| SHEZ|RALY.
HEIEY 52 fd 2 =
AFE(AVE) NS 240 M BYES HASIICEL B
2AFEAVE)2 HMHSE SEPHELE0| 28 = Us &4
o A7|E o5, etz Es ZFEHSSO WH LTS
8t A2 JE AME|=E 0|3ttt AVEE 5 04, S8
2| = .6 O|A0] YHIMO| "ttt 7|Z0|CHBagozzi & Yi, 1988). &
M I} AVE>.663, 2THAZ|E 887 O|Alo 2 =X a2 ol |
Eof Chot =HEtE0| S E|QJUCtn THEREIC

TN AEtA 7L 858 HX| QEA(Kline, 1998), EHA{H
9| AVE H& 40| BE &A=l M& ZH=ECH 7{OoF THHE}
SHH0| MEEICKChin, 1998). AE Z1f, THHEIEMO| SHE QUL

o
4> I

-

o mjn
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<E 2> HHDHO| O3 SolX QoleM A 44 X Qo] HZ
H|EZX9 " ] o] & . —— o —
et | aze 20| BYHBIE(Model FigE BEISE| 95101, 2AIRAI TR
q stimates - S
jﬁg =xsra T Az CR. AI&59| O|FZZ(RMSEA; Root Mean Square Error of Approximation),
= . gz | HIE H| W& SHX|4=(CFI, Comparative Fit Index), EZFXEIX|Z(NFI),
HEt %} TLI(Tucker-Lewis index), IFI(Z=%2fX|a=, Incremental Fit Index)S
A MH[AME S S Z=XSIACKBagozzi & Yi, 1988). BHO| Mtz 2= 515.865
nZHo| 2|0 944 14 715 .6.639 (p=0.001, df=28), CMIN/DF=18.424, RMSEA=0.045, CFI=0.994,
$%o+04EAE1HI*E o IFI=0.994, NFI=.962, TLI=9900 2 DIEAME 70| ZEHS}QICt
R Slo| AWA4E BLA FREMS| YOl WK ESI I
X 20| watz | L7 | 41 | g0 | 830 8 £ I MYt +F0=2 TCHEICKBagozzi & Yi, 1988). & A7
I — = . . . kakok
e | wairt oM et ZRASO et Zite <E 459k <07 220 HA|
Mijo| | SAPABIZMERE S stk
M| | MBI MSOLZE L ay | gge | 846
SCCHI fetiig <B 4> AB|2 ST TRHBOL Chet HRoelE 2t Bl o)
o
ARAT 2 M| =¥ HEs
AndelolM e HAS| | o . Hote x| CFI NEFI TLI RMSEA
BEsin sy | ' -
o) waiBiC) Ix 2y 994 962 990 045
Lts #2 9lo|
I MAHZE MHAMEZ| 1.000 949
- QS 7
AIEfof Olroafrouq 45. 74 4%
st L= T©XAHAE
SH MH|A T} T Qs . .
;’E [[anql—o| Ofl ;53(;1'3 oo | s | gpr | 13989 451, F B0 Cfgt 71 AZ
O] T1=l ! = B . . stk
MHIAMEIS Defg 7t ABS QIoto] AREA(Path Analysis)S FSIACL K
TE R LT e M, HRHE MelA MEjo] A SAM0| bRt HAHE
Castie Ll o off CHs X{TO§ oo 223t F(Hel FES OjE ZHolaks 7t
. KH|AHEf o] 1.000 o3 | 20 2OHRHE MH[A MEQ] MH|A SAY > AH|XRe] HXK|
Tl wanEs Boke 000 20| ofet WTO| oE)= HZAATF 474(p<0001)0|T CR. =
= o — fed
cist A 40562 ROIBPH MEAEICE SH, HAHE AH|2 MEQ A
0 Hﬁ@:gii”tfi | 2~ SANe AH|Rfe] MH|A HEo] MEo|zo| ot FHHo
o el | toes | a7 | sse | %9 HBS DA ZOl2ks Th 2FAHHE MH|A MEQ| MH|A ¥
HMAHES oMROoZ MM > AHXES] MH[A ME[S] #Eolm)=  HERA%T}
aefgt Zo|ct A497(p<0.001), CR. = 405622 {OI5|A KHEHZ|RIC) OfX|Ho=Z
s 001 40l *p<05 MH|A ME{o] $E0|z= AH|XtO| MAIKIZO| ChE AT0f o=
of |olsh M2l FeFS 0| ZO|zks 7H 3(AHIXR| AH|A

B B 7to] TR
siolst 21 2t A
2t

<E 3> TEn Tu

EyE ! 2 3
FRHE A2 1
HEfS] MHlA Sl
M AME(] Tt
N 461 (213 1
ssolE (21
BAHZO| Cist
554 (.30 ) 333 1
ool @07 | 577 (333)
p<001, 1. ME|Z B4 2. MHIAMED] et BSol 3. HAHIZ
ofet RIRORIE ()9tel Zhe AES M U

AEO| WSO > AH[Rfe| TANZO CHeh O 2|k)2 &
247} 452(p<0.001), CR. = 42382 S09|8}7 XHEHE|QCH<E
5> kxR,

<& 5> F i 7HE 45 Znt
HEES} et
A% (Estimates) e CR.
7} o A%
E = H|EF
et | o
3.295
7h1 454 138 375 o
4.056
7p2 497 123 474 e
4.238
7h3 522 123 452 o

x5 00] #*p<.01 *p<.05
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4.52. 2H[XtO] MH|A MEQ| WFO|=0| Di7i Zntof CHEH 7+

A =
2 435

CHee= 2H[A] MH|A MIEO| dEol=s HXAME AH|A
AEQ] M| SE0] aH[Re] MFO| CHEE Mo 2|=0f 0|
g 2UE O AOEts 7HE 48 REAEY F4(bootstrap
analysis) 22 HSOIULE. FEAEY M L2 RE 24FF
Xof tiet mEeAet 2| ZHYZut = 7| M=o
BE X0 tiet SAY ®Reld dFS & + UKESY,
2009). 1 A= <¥ 6>1f ZCt

HW, TAHIE AMHIA AEQ| M| SAg0] HXe| HIF
Of Chet o8 2|=0f DjX|= SSoIM B[R] MH[A HIE A
SO|E9o| Of7f FIE AHBH Zat, ME| F7H0] 1109 ~ 38322
0= ESoIX| QOF ZHE= 7L Rel= & 010M RIS A2
2 LIEPRCE TARE MH|A MBS AfH|A SiAg0] AH|XtO
HMEol chHet Mof ol=0of DjXl= A =it Eph 050A 72
St O F LIEFGICH.134 ~ .549). f2tM FXIK|E AH[A HIE9|
Ml SAg0] aH[RES] HMF0H| oSt M7Hof 2l=0f OjX&=
oA 2Bl MH|[A HEO| dEoEs & Oi7f A4S ot
= A2 LERCE

(-

oz
of

o M

<E 6> 2H|RRQ| MH|A ME| @Fo|=o| o7 2t 7td H4F Zut

— 95% Al2| 77t
HEOHE
k=anly Z=2 s
< 8K Bootstrap
Percentile
o HAHE MBI~ MEQ|
:_‘Ti_ MH|A SHAE > XS0 Cist 375 134~ 549
= TRo) o|%
s | DAHIE AHIA AME]
__‘E—_EJ; MH|A SAM > HE0| CHst 214 109~ .383
oy o=
N HARE Mel2 HEfQ)
*O"f MH[A MM > K ZEof CHst| 589 393~ 750
= Mo ol
o 215 1oz U Cf2} 2ot
AH|ZFo|
MEoE
A97(.123)r* .522(.123)x*

H|XEQ
Moo=

M| A M E
Hild

A54(138)***

HEZSSH 31As 2 S o BEERQKR HA| p<05, *p<ol,
HHxp< 001

5. 48

= =29 222 TUXNE MH|A HES] ME|A Hildgo] &
HIRRS| ME|A MES] WFo= # otL|2t XF0i| CHet X0
OO0 el SeE UHE ST 212 Zut= 0|
Mol 278 HE22 TXAF MH|A MES| ME|A =igo]|
AH|XtO MH|A MBS dF oo HF0| Chet AO{2|=0f
=842 2E OfXl= A2 29| ofdn HOtZoTLt 7|E
AH|XtO| ME|A MIE|Q] MH|A S{LIGO| 2BIRRS| MH|A0| Cigt
RO ks O|Xl= A= Gk AUBK| T 2H|XH] ME[A Ml
BOf CHet HSol=Lt MEFO CHer MO =0f7tK] 385 g
= OXl= A5 STt dre SlRUCh 59), LH|Xte| WSzt
Mojeles 2 Zutgs2 ML= 2 AroMe o =
ol HAE MEsHote dsol=o| mi7fdEs SRt =k M
Bl MIEO] CHSF M| oilgap aH[REQ] XF0M| CHet X0
o|ef Aot A7E 1 S MH[A FYSHH 2FHOM A7t
50 4F0|AL O 5F £t FAH0|D LX|E HIE GIRACE
= GT0ME TXAME MH|A HEQ] ME|A 4 E0[ AH|
tel MZOof chHeh MTof =0 0jXl= S0l AH|RRS| AH|A
MEo] WSO=7t 07 S St=A YotEn S 7t I
SEAE TSI MH[A HAga Ao Sact AHRE EEE
Ao =4 71 AUCE d2|0 HXAES M2 MES] AH|
HLg0| aH[RRS] MH|A MEQ] BFo|EE SHAIZILL, M
A MEQ| dFo|e= AHA HAMFO et FOiI=S &
INZIERIE E3H22 30| flet Ao|th dEEM Z2if
2HRRS| ME|AME HSo|s TANE MEO| MH[A iy

(o]

=

>

I'

t

[> rr

A AHIXLO] XFZOH CHet XTOHO|= Zho| ZAGM £=2 Oj7Y
s

[

of

= ot A22 LIERLtCL
= ATZtz Qg O|2H AAFES Cf3a 2ok &M, & o
TE SO0 TXME AMHIA HEOA ME|A Hildge| S8
dets HReH, TAHE AMHIA HE2l MH|A HAE0| 2H]
Aol M=o tieh ROf of=0f OjX|= FYO|M 2H[REQ| AH|
2 HSO=7t 7Rz o S2st qYs o USS
SYOUCE 2222 X|&HM ME|A HEIE 0|8 2Mts &
HIRRS| HAM SOl Chot Mo o|=0f E+HYez 2ol5HRACt.
AHIRRS| TAIHIE AfH|A MEOf CHEE BSO|=# R OfL(2} AH|
Ate| MZoll et Mool =E =017| fBiME TAME ME|A
B MHIA HAlds SWAIZAOF SHEt 7|E ATH0lA = AH|
& Hildes 3ty floh AHQ ol =FE WFACHH
(Kim, 2012), = @F0M= HEH22 HXMEF AMHIZ HEHO|
MH|A HAgo| aH[RRS| MH|A MBS WE2=2E oLt X
O Mol 2= S ZutHa0 OjXl= IS HHZEM
TXNIZ AMH|A MBS MH|A Sildo| oot HE A =EUC;
2H[REQ] AMH[A MEO]| CHet HSO|=7F MH[A ME{S| AH|
£ SAgat Xt HZof et MTofel= Zte] fRojvi e
2 otz AS= LIEtH A2 7|Yol M| Hlgol aH[Rte| A
Bl MIEO] CHEE dS2l=0f ks O/ HMFZof tiet M-ofel
=0 Fets Okl IFE0|M AH|RRe| MH|A MEO] CiSt HS
o=t REHLR 9| & B ZIo| QlnfEtA g o TS

T ASS Qlojpity. 222 FAME M| HEHOME Bt
° P

1l

Y 0

3

Off CeH BHEZIO) BIHS ¥83I0] Mul2] HAlg Mo

B —
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M D0| MANZEO| MH|AZ} QYT O X&Xoz MH|A
AEE Y250 =522 HEF0 s M70E 2 = UA=S
was "eot ok

=M, 7|1ES MH|A Sig2 =, 28 SO AMHIARMT
1 Sds ZXoAME Q2L MZ=YHMOIM = 2H[Xte] KHIZo
CHSH RI&XQl TS SE317| oA AHlA HEfo] Mu|A
S0 EE7tEE MHIA HAY, 2H|XRS| AMH[A HIE
thet WS o=, AH|AtO| MFof oSt Ao of=of QIuptAE
TFESNBHS MHS0] TRHOR MHE HOE ARE oo
7|. oI|:|-.

4

52. Aol oA

2 R C12m 22 BAES JHKID Uk AW, AblA ¥
b N

Mgt ZupH0l AR dE OfF, AOfel= Zhe| olupEt
Ae &ty A7=2= o

AZ HAE 2P| FHoICH HEHE

ol A7t Zesh AOo|Ch SH, =AM
HAE HetdS2 =oks| ohdE #ES Hde=z A7sitt= o
AE RIHCh mats e 2| 2eist 7ksdE =017 flsiAM

ol
gz 2O B2 M2 58 g2z A7 520l sHilds
=5% 2Rd0| QUCk. J2{Lf ol2{gt SHAFO| EXHSHE AMH[A
HAgo] 25to] MEZT0f 0| O|FOX|= MH|AS MM
M aHIRRS] X[EHHQ WAOE fleh SMgo 2 AFE 5O
2H|Re AFo=E ZAE HolM 2 A7l AAES e 5
o

AN

= &L 1= O
= ZA0|ct
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