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Abstract

Purpose - Universities are fostering the development of closer relationships with students due to the increase in competition
among universities. Universities are placing greater emphasis on relationship quality as a source of competitive advantage.
Thus relationship marketing has become an important strategic theme in higher education. The purpose of this study is to
investigate the effects of faculty trustworthiness on relationship building process in the context of relationship marketing. For
this study, faculty trustworthiness is divided into competence, benevolence, and integrity. And relationship development
variables are composed of satisfaction, commitment, positive WOM, and negative WOM.

Research design, data, and methodology — To empirically evaluate the proposed research model, this study was carried out
using the survey with undergraduate students who were taking business courses. The 270 questionnaires were asked, and a
total of 245 respondents provided complete and usable data. The sample consisted of 143 males(58.4%) and 102
females(41.6%). The variables of proposed model were measured on a 5-point Likert scale. The structural equation modeling
analysis was used for the hypothesis test.

Results - The overall fit of the model was acceptable(x2=579.7(df=264, P=0.00), GFI=0.935, NFI=0.949, CFI=0.956,
RMR=0.040). The results supported 6 hypotheses except for <H3> and <H6>. First, competence and benevolence were
positively related to satisfaction, while integrity was not significant. A key result of the analysis was that benevolence has
the strongest effect on satisfaction. Second, satisfaction had a positive impact on commitment and positive WOM but didn't
significantly affect negative WOM. Third, commitment significantly enhanced positive WOM and reduced negative WOM.
Conclusions - This study emphasizes the role of faculty trustworthiness based on a long-term relationship. And the findings
suggest that the dimensions of faculty trustworthiness have differing effects on satisfaction. In particular, benevolence is
found to be the most important factor. This study provides university managers with the following managerial implications. In
order to increase the satisfaction of the students, university managers should focus on the faculty's competence and
benevolence. Also, it is important that university managers take a relationship approach to maximize WOM effect.

Keywords: Competence, Benevolence, Integrity, Relationship Quality, Word-of-Mouth.

JEL Classifications: L8, M30, M31.

1. M2 I Oe 2F X|¥3E WS MBHA|Z|T QICHLee, 2014). 3}

QT ATt didE LEIEO| mat n|o| X[@EIt v

o N o o CHSFES AlOIAN =9|7t mSo| =X =pjof O Ote oL

A2 Ojte Yeintelo) Zact WEo| yae pavjy W NS YUY SHa usel WX 2o o we o

THEROl Ot = MX|-HK|-AFS|H o2 DS W0 XIois| =2 410 UAes 4Y0I|T) SHHO| X2 LD T lL=A o
s = = o ) [T eIEoTyyR-Tk=3 L

QUCh THetS S2pM IOl B3 fstol 917|8 xefst  2MOM™ CHSl 2iSAal2 20204 S19F HOIM 2065110 22

ooz F0|5 AR MULICE O FREQl =t

. . . o 3t £0lM Chsto] AotgY| fISiM= PR JTo| ot H

Associate Professor, Division of Business Administration, Mol SAlo| XHS oX0| Cfsto| AEHS AJEH ZAHSHOF

T oy oo SiCk 3 Ofet 289 Lag Zepsir| SIs) chetel 2zl

Tel: +82-63-850-6244, E-mail: hjc@wku.ackr



82 Hyun-Jin Cho / Journal of Digtribution Science 15-3 (2017) 81-89

HES OEA 7Hds] LiZX|of Tiet B8l 2aat =30
Q&1 QICh

O|ME st ZEEO| 2tF7F =1 U= UM oistE2
M2 ws mf2{Ciol Ystoz FADIA NN 1 B3 &
1 QCHBrown & Mazzarol, 2009). & LC{&lo| WSS AMH|A
2 25510 BPS DAOR olMelo] 150 878 STA
dozM OHE dutE Soiskst=0 FH5ta Utk ofsto|
SIMSS DHEAIZ 4 9t YHo| MSAHAS HBBICH
Sd=S2 10| tiet EEez =2 SYEE HO[A Eoh of
&2 Ctyeh SHOM R|MH|AE HIsta AX|T, 1|9
2JHQ 7K E B@ESle w2l Az[do| st ugo| S
ZRote A¥AHL elez AgEn RJUCKKImM, 2014; Cho,
2015). Ol= Cistol & FH|Q w==of SHHZtol A7} W
S5 ZB0IM TP MEXoD 22X Y% D)X 29l
0| /7| IjEO|CHJeong & Park, 2008). A= SHHE9| MF
MOl ffedgs siMe wsMHlA FHEOM 1 HalE F
ESh= Weto] LElEA7t RARL SQ5ICh= AS 20|
StCH(Hagenauer & Volet, 2014).

XS w=Rtet e AAS2 7|2z 1 it
EI=E Fd5ts 2252 &eloteH FEHY (At o7|ol=s
T2, 2Y, 928, usdAX =84 S o Cifet =
HOAM SIS CHJIeong & Park, 2009; Kim & Cho, 2010).
Ol2t B ZZ0ls WIAMHA SHFOM Tt Ol J
2% Olf2 FAL[HM TUE, 25 5 AN BsE Yot

s

M7} FE|D QCHLee & Ko, 2015). 1L} mAXfQ} 2
HEl 59l 2210 HFXE0ICH CHEA KA w2t tigtn
KO HALNMEHE SEUSIY MAXSE 2At=0H Oi¢l2

2 F1 9tk ojof & A7E DAY M2 ofEH A
o BtYSe mAxtol of XAS E0| WIBHEI Cfet
Ol20A AITIE|QCE Lo StS0| SHEE Sushr|
20| S HBste AN H4S0| AHNOl YN Y
QISH=EY 1 ©|o|7} SiLt.

= GTE AT HEOA st ZEE LeE e
OAE =72 BAFEe 7+ 20| 51 s na 2|
gof =8& 71 ULk F uUSAH|A AN S25HAH T
FEE W0 AYe miefsta gAE2(of et 2arHel 7|
ME dESIAL oit). 2ot HNH22= ua 42| gof thet
2 XS A9, Hig, Az FE5I0 0|F0] TF 0|
e Sg= 24t J2(0 FN 25 8l 3= 7h|
HAE =LlBTt 0|F Sl HEH WIUFOM no| o
2ol CHet ofsiel 2 ol Cistel Xl 2lof chet H

o

=

== =
=Y AMEE R 4+ 92 Holck

MElE RE H 2T 5 CHYDH 2O00A 2 ZMES
2ot RtC) AZl= Hoidel LOo|Lt &
AolM olRet MAS CHd Zi0|2t= 2S

& Ozanne, 1985). L3t AMZ|= AMCHEIO| O
ol2t= S™EQl 7|tHEN 3%, BE, =S WESHKCho,
2006). O|2{3t HMto|M MEl= mFHAE UM EZ 4N

ol 94z 7HEED Yon BRHQ WSS 9t 27Ho| &
Chn olgelm Uk = st TALo) o3t Alels Aol
olzol 57| 12/m WSO Cfet daEel J(cjol 7|xs}o]
BAENS S|, WMol WMoz gy Ij20|cHLee
& Han, 2004). £3| Cfsto| 78l 7|=&0l JK|S Asis}

SBhAe Do mAo| Alz|Mo| M Fofo} St X

7| &
20| &g ¥ QCHJeong & Park, 2009).
Yutx o2 ME|= Stitel JiE0| ot CIXAAQ @45
ZSle 7402 mpetg|n QICh Mayer et al.(1995)= AlZ|2
JMEH= Qloz 53 Higd, YIS HA|ISHI D, Sirdeshmukh
et al.(2002)= 9, Hizf, EXsHAS HtSRUACE E3| u==
MEZ|H 0| et EfetA AT0|A Lee and Han(2004)2 7|
B, &%, ddd, =8 Us LY 52 ZESIUCL
Jeong and Park(2009)2 =L CHSH SAa0f Hpteh ma=il2|
Mz ol zhst oM T, M2, 2osH, A=Y
S HA|SFSCE Kim and Cho(2010)= AlZ[E & Q= m2=X}
o mgdgt FLELE BT ATM LHEHEZ, el
AR}, ZEXt, mHXLO| el 2018 =QISHRICE Choi and
Lim(2012)2 w==0f CHH AZIE 53 X 7o 7|dtst QI

X
m 4
0x Ot
mjo ¥

Ct. 32|20 Kim(2016)2 ==} stM7io] me™ ot
7lgtoz RFEFE LSt AT EF, 2, S2HE,
2 52 2olg ==Lt
OlME &= 740 =xH=[0] U
M= tistu=sol2ts §dE S=9I
S5 JUsHA LSt AFSts =3H0| Easitt
ATe u MEEE usd AQ CiHEES ZES= AR
oM =A 9, HiZ, {Xe=2 FESIACHMayer et al,
1995; Sirdeshmukh et al., 2002). H2k2 WKt7F XA
g2 28Xez YUY + b= Y30 20 Aoz H
=2d0r SHoi| et B7HE oLh Higs Mo 2dES
A0 TYez offiz 2HE EotE Aol2k= 30| 7|=xst
o

rir
El
>
=
hu
0x
njo

%
oz
Ot

o= AULT YoRg U A S Lierdct 12|
e spmlo| ofsolLt UHHHOl J|FES B E4d A

o
olgt= BE= 2bjot g8t 5848 S0 tiet 7S

BAZES TS ZTof Cfst MUHQI WIt2A DHED}
A40| FE FINELR ZHFEE|D RUCHSweeney & Swait,
2008). Yutxoz= HMAMZ [FX|SH= AELH IHHEES FX|
St= 0| O RutAOo|2te SZCH7F SHUEIHAM TfEE2 &
B3t BAA=RE AYRRe A= #Estn UC
(Hennig-Thurau et al.,, 2001). £35| Cfstns2 sHH0| X|sts
£ a2 2 A|Zto| 24 O|FOX[7] 0 S= O|EsS ¥
b= KHAOIAM A 2| Z2d2 HS HEAICL SHdot=
MH|20f CHoE MEFEQI HILOM L= EHe &
£ USHCHElliot & Healy, 2001). EESH OHE2 ALHO|
CHet A& ZEst Moto| Xjo|2 MyT = QloH, O

OF
- .=

x El

r>'0
1o 0z N m Ho

mo ox HIrr X oXrlo >
of

SHYS0| nSMHIAE S P2 + Us 7 552 8
£ 2l0jgtCHLee & Ko, 2015). OJXE A Cist 5
Mol 7t LiEt= 252 02 d=480| Cieh 7|thi&
ZXGHEH SFHL g2 oA Eok MRt HE2 ¢



Hyun-Jin Cho / Journal of Digtribution Science 15-3 (2017) 81-89 83

YEo| @7t 7|t Aottt 285t A=Al =elg = U
= AR X EEM HHH AFX|O| 2% AHto| H
CtD 3 2= QICKShin & Kwon, 2013).

&2 M= A0 Ot Sa4dE oAste O HAE &
Aot e O EE 2USHC}Anderson & Weitz, 1992). ZA<L2 &t

Aol Bg AMsts 5ot M2 A O 2 XHHo P A,
s

MRS Za2 QORT HEE Sof 27322 HAX
ZHOM 2EHQI Ej=E HHHSICHVerhoef et al., 2002). &
BEOR ZA%430| &2 MEjoiME M2IHO ofEe Zn
I BAE XIHSH7|E AP Ot &H HMA ZH0| =2

SMe SUUS SiCietE Sm WHO BYgs BYS KDY
#2ixol WSS HoA Ech 2T SMS0| ojt Lot
Zae|o] ALTtof gt 2RI ofgt 20| XATHSNE &
¥at 4 9t K88 £2 ATt 2 4 Urk

23. ™9

T2 MEO|Lt MH|A Fo| JHRIXQl Aol Chst BIHE
CHE  AH|XHSOIA AHgXoz TEHSl= HRE ot
(Westbrook, 1987). £38| A{H|A TElOA AH|XISS 2HO
0| 2ESH= dF0| JU=Ml, Ol MH|AZ} XL £
S% Mol 2FE ZASHK uMe MH|A0 Chsh Hot
& 4 97| Uj20|CKZeithaml et al., 1993). FEBH XtAlQ|
1S Mot 0N TEHR= ZHZE ojout: X
ol ZHH0| g7 WEo| 1 FE= STt JHX|7H Aot
1 OJAZICL HIZAMQ HEf 2 LiEHts 182 SFHY &
e HMIXeE FHsl= FRL 2EXQ FEs LEiFcs
MY SEARE ZASICHAmett et al, 2003). & AH[XZ}
ZYe g0l et Y P f2YY AHeR PR
& QITh Yetxoz 2ROl fMe JFHAQ LMLt O
w20 FHLASHA itzl= Zo| ooz MEZ CHE 54
S X|uCtd 2 4 QICKMatos & Rossi, 2008). 0|23t 1A
HRLAOIM2 CHetu|0] MH|A2Hs HOM S235ta, T
TORRLR! =2 S0| Off CHotS MESIAR; & [f IHStES
9| AHEO| oA =25 FCh= FOIM B2 QD|E X
HCHLee, 2013; Lee & Han, 2013). A= ZHARZ| ZHO|A
S0 S3EXL FHE RISt FL0| E0te HotH=
MEASS d2AI7I= =30| OE SuE Shts A
S0zt & 4= ACh

i} oﬁF mn 2% @
Ol

2o

3. TPy U NS

A0S ostolN waksel m4o| oigo| o
=02 ®C} oojRle PHEEOE O[ojFIC)
2 J|=xo= MASD YUCh s BAS PG|
XAl £0l0 1 Ys mA Azl AAS I o
Hiz, gXoz PEIQICL w3 BAZILS TME F
2 94 DIEN 242 ARSI, DY MItE SEsl
sl 2HA AL SHN RS mASIC) 0fof Cig
ZoHol naRe TASKE <Figure 151t 2T}

r

o

=
gk
|0

O rr J
AL
ra
—
nA rjr
o o}

0

A2 EF 20N FHeh2 XMt 7l X =3
o|ojgts HeE HEYolatks ARl ZHo| XS
?/CKMayer et al., 1995). O|= MH|A HEZX7} XpAle
[N OoZ £3sH=0 T3 M2HQ dHg 20
S 02t o] "WILE YsiCh 9| ChEte] FE 7|52
T2 ZOE FHCE ot g5Ess Sl 0|F0{X[7| W0
USMHAE HISSts WAte| 20| 0 S5t &
SICHShin et al, 2009). YEtXMOZ [ &£ #ZFo| W8S

19 4nojn
0 ¥O mot kI mjo

[o mjo

=

2718 Hdle =2 Rl 81 FF57| sl s
TS0 o|=sHA =CHJillapall & Wilcox, 2010). 0= =
S=0k0] Tt silst X|Al0| X[ 27|ME X=35t1 aho
CHst =XZnt M3Ze Q47| mEolct oY £ g
Hoz

HOED QCKSmith & Barclay, 1997; Sweeney & Swait,
2008). 20| Q= XIMT HES SR SERIS HMS
of AOIUHSTE SFALOZM CftTel BEUS Y
A EICHYu & Kim, 2008; Lee, 2013). [M2tA WEMEIIZA

o| ojzfo| BIEE FCHCID T & ALk

.
I
gak= A et FAE Zepotn &S Stists
o
o

b4 1> mAAtel e s UiEo0| Mo ®sg 0|
z{o|ct.
HiZiS A0l Cfet B, &

%, Ol 52 == Ao
2 gz 22 FaEel o £Fg %=1 lCHJeong
& Park, 2009). O|= AH|A HESX7F ACidlo| xS e
5o Taee2 £ FE{n T ZHol2ts "It 2743t
Cf. Rg2 7IEX|D HIRE WS FHZe| BHEE MM E o
7| Uf20| w==Qf SHlZtol AN A2 MDEES Z2H
SHA EICh & sPdS0| =7QIX|, FAS 1RSI UA=X| S
w==Xto| EHAo| ghak oA ol AUAS M HEA O s
Hol HAE M= UA LTAZ 5= ACHRossiter, 1999; Kim,
2016). Ol ==Q&oto| ofL|2t wut Q| ESOo|A w4=ef ot
Mo| Xt FHSIL FUSHH uFesF CfetdEo| JHK|E
o 3A =7A ElCHSong, 2014). £3] }
SHEE0| dlotE|0 s oF0IM =0 TpojEl -t X|
HO| SHlE0| atEE7|E =0|1n CHetd=ol M30o| =22
F= Aoz H5{XlCHJeong & Park, 2008). Jillapalli and
Wilcox(2010)2 XIZstA CHb7He w4=9| 20| tdE9|
S50 Z4dS 22eH 2AFO0|Ztn St MmatM 2l

ZFHQl B2t 2SS Soieittn & 4= QACh

4
r2

00t 0.
o %2



84 Hyun-Jin Cho / Journal of Digtribution Science 15-3 (2017) 81-89

b 2> ARt izte Bty
Z40|C}.

2

zo| ol gFe 0"

_?.I__]XI% Ol A AMAIM XHOEPI- %% H_I—%'é‘}% Z—\IQE 02||§
7ts-dgo| 7|8t A2 LsiCMayer et al., 1995). Ol= &

7120 mhab kg AUA e MElsezM FOiT MY
)glAEl'é' A'é‘H'é‘I._T\_ _g_JHA-IQ I-EOEI' Z‘JO|E|—'— O|x|7(-|0| .lgjl»
LtEFRCE Qut AN Z|2™ol AEar 7
X7lzie 82 O BAE UHAF|7| 3 XAgkol =
Tz QAME|D QICh & Wmof 7Ol B of A o*C’I
ok&0f CHst =FaF MM u8N TAEEo EEHNO
EICtn g 4= QUoh w0 I MM EfzE SHYER o}
02 1 2&0| Mole 7HK|0o| A0EA st o et &
8718 202 0t oLzt cishigtoe Rz 27
CHKim, 2016). EESH SHEES X}AIO| L2SH DFS ALY
st 1 M m7ro1| CHSH BrxID} 7|0 2AStD EfFgt

EOIC} Lee and Ko(2015)§ A8} 2o
nSEF0| XMES CRts W0l 30|
g oleH FEe Ot Stk Mt

S Soistotn & 4 QUch

ri o mjo mju mjo oX
_|_>'L
lo
Hu
> 0
POHU

r

ok

N

2
o 52
. rlo
i
~ i ox
on mlo

vl
Ho
- 0
W
0=

MEQ@M@
Ok
2
]

$0
rr
[0
ke
rlo
o
g

0

I

M 3> mARIY YL B BEO) Fo| ¥ug o

2 AT0M BHE2 HEAO dESS RLdte Wy He
2 AFEO R ”F"_ FEEE =0|1 FOES BIHA7|
H 3EHQ AME HESte AR H5{RMCHJones et al.,
2006; Verhoef et al., 2002; Sweeney & Swait, 2008). 27zt
2| W2toM BHEADR CiedEsS Zest Sl HIE A
HIA Z7HXE =4 871517 E0| 2 ofghol| =20| &= &
Alo2 WESH= 40| QCHBolton & Lemon, 1999). = ot
ot o2 Cfetol| TIsstAL S22(0] FAMSH CHE A
HEOA H= FHote 5 CfEtel LM o) B2 S
7|20|H =ICHBrown & Mazzarol, 2009). Bt=0| A5 45}
Ste A2 ZEHQ BEXE 7|22 4¥Y 4= AUCHGeyskens
et al, 1999). DHEARIR A0 Chet X -0l FAM
Hol dMZES AA 5l O HAE H] =59 YHAIZICH
Lee(2014)= stliE0l ZU0| =S5 Cfeto| oot ozt
AEZ0| SIS SHRACE EEo DHEO| ZNHSE HA|E
£ THgs2 14dFe AFENE ENE0 RUCKFullerton,
2011). Hennig-Thurau et al.(2002)2 Tt=0| 28N ANME &
ZEAZICE D RS, Szymanski and Henard(2001)= 2HE
O BYH AHS AU BOFYUCL AR BEAL A
T ZHHO FUS CI2 NSO =S SIS

B, SHXOl AYS FPIo Mol #SL oXgictn

T UCL Ol =2l Efiz Ct3mt 22 7HES MAIZ
QIC}H
QUCE

4> i rE o

b 4> B BIEe ZEO|

I
e)

o
njo
o
>t
N
o
o

Thg 5> s BiEe W Mol Fo| ¥FS ol
A solct,

w

[e]]

3

=3
2

=

JM ol Y Jp X 2 mjo pe

7
EI

152 BEN pHolzo| Kol Yse ol

3. 2Fa AHo =

4% dEfoMe MZO| X[EHQ A TF 0|F RXISt=0|
of Zojel =62 7|2¥ UF Toitta B Mo
A2 =ItA|ZICKMorgan & Hunt, 1994). 2 ._—_rl01|A1
£2 AMIIE SCHst=r] ZAREQI Adste ste HoZ

D5 9Ch = AL 2XEo0| A % —7|-A|7| Teto|
3|

t

= =27 o

£ Zd2A7|H O B2 =2 X|25tA 2HCHFullerton, 2005).
g ZaAZ=0| LS AZHS AMJO|A AIZ|HOI OfEt
o _’E’E!é flsf SHH dEZ=2 St ElCHVerhoef
. 2002). Bettencourt(1997)= ZA<&2 XMool sizar &
ZHAI74 QUCtD S, Sweeney and Swait(2008)= Z
Mo|zof OjX|l= &0 Fe2 ASSIRUCE o|NH
A2 LIEILH=s HAHEol dEe xEo| MIsy|E
ZHo| 0[°j0] ES2 FD L2sts KARINO o
IZA|DHEZOZ2 08 4= QUCHMeyer et al., 2002).
20| £2 e g SAUAsHE 20| 9
20| FHOL} J1% & 220 B N3 Hofo i
7(| 1}7“2 0|E|-"‘|.E c _I?I_X-I&‘O| SHES 6E+ 7}353 3

o 0 422 J17 s o

Hota, =Xo| TS Mohst

o

o
_|_>l|_

IHJlP)ErQ_* n_>
[e]
5—4»

¥ #3

Tt 7> %2 PN PHolE0| Ho| Y2 0" A
olct.
THY 8> Z&S BEN HolEY £ FHS 0N 2

o|ct.

4. AT 9 2N}

4.

0
g

1. A2LE

2 AdFo m2e ME X9o| oM dEe =2 =
StEEE Moz OP Ch. 22 & 270587} HiRL(/}An
T SHEO| X2 HEXIE Nestn 2458 E x|T %ﬁoﬂ
SO STRIS LA 1433(58.4%) Ol 1023(41.6%)
o, 18t 32m(131%) 28Hd 399(15.9%), 38t 120
(49.0%), 43t 540(22.0%)0 2 LIEFLALE.

=2 g0 ZE Hes 25 5 2[FHE HEE ARSI
MoQICE oz Helgesen and Nesset(2007), Lee and
1

Ko(2015)2| 12 ECHE Thet mab=2of CHSH sfElst X|Al0|

S, sig 2oplq TEMel AN 251 98, 959D
ol ZolLi8o] golst S 42ug B A WA HT
SIQICt Hi2i= Abdullah(2006), Chang et al.(2010)2| A

7|E2 oA g BdE TH, TESD AHde, ol

_'_



Hyun-Jin Cho / Journal of Digtribution Science 15-3 (2017) 81-89 85

ME MIMoR oM, S TAMSR Uiy 5 428
SISICE f1%l2 Abdullah(2006), Jeong and Park(2009)

=

=

OITE HNET L2 T K|, Yolo| HUY, YHTI=
o

ox
32

[= &

gotn Etge, ZelAts BXD| XY S 4222 ATt

¥ of 1o mjo Mo

OF=2 Helgesen and Nesset(2007), Brown and Mazzaro
(2009)0| HATE ECHZ O] CHstE MMEHSH Lio| Aol RS
Z|CHOfl HsH CHEHdZ2 DtEARZ, Of CHehS MEHSH A
=2 ozt =ilg, of ofekE Wt Zast E7E e
S 42ES 2 AT XA FESIRACE HE2 Verhoef et
al.(2002), Fullerton(2005)°| HE #1122 EO0fE, Of&sS =
A A2 2 S 32S AESIRILE 3-E AMeEs
Sweeney and Swait(2008)2| O| CHEHE F=MT Z4, O Cig
ol Chell 28Xz et Z4Ql, o CHSto| Ystst=& MY A
A & 3EES &2 AT A ALESIRCE OHK[Hez 23
X JF™O|E+= Alexandrov et al.(2013)2] HE ELCHZ O] Cf
tof Cisf Rgxo=z g AR, o] Cieto]| S0{X| ets
ngk Z4Q, O CHEHo| X|QSHA| REE HEY AY S 32
2 70 A HESHRALE

0¥ rlo oot

fjo ofy ot
0% E

<Table 1> Confirmatory Factor Analysis

CHA]
S o

M

43. ol Meld 9 E A

—_

Hr

2t #M=59| ME|EE =olgty| {5l 2 dAFoMe
Cronbach's AlphaE At23SIQILCE <Table 1>0|A LIEHS HEQL
2t0] Cronbach's Alpha H|£=7} 0.72 A3|stn Qlooz DE
H=o| ME|MO| HEEl Hoz EMERALCL

Ho| EfH M2 MBEIGMur HEEIYHEOR L0 HE
SIRACE TN WMol HSEIEY AEE fIsiM & AF0M=
LISRELS| =™ 3(measurement model)2 O|&3I0 =H0IH™
2QI2Ms HMASIYLCE HSEIEES HI7t= RIAMI|EE0|
SAZELE {o|HM0|ztH(t>2.00), BHEIHMO| AUes HeE
otetsk 4= QICKHAnderson & Gerbing, 1988). <Table 1>0f|A{
2 = AX0| HYEFE2 QAMNHO| BF EAHHoE
olgta, ARz E= 7|IFX|Q 0.7 o482 HO|W RoBz
2t g E2 EEEEEE Aeftn 2 = ULk

Cleoz EEHEtEES 2m27| 28 7HES 2ol &2
7t SYStE 7HEE 71AstERel R E HESIAULL
95% LZ[FZI0|A (® £ 2SE)7t 10] OfL|H ZHHERS-FO[ XU
Ctn 2= ZO|C}. <Table 2>9F 20| 2E B4 ZH 2AH A
HEQKE F Hi ol d2AE oL WEH 10| ofL=

A

2 EEEEEo| ALt

g + ok

Variables Item Loadings t value Alpha CR
Competence1 0.857 16.271
Competence2 0.888 17.223
C t 0.889 0.892
ompelence Competence3 0.814 15.032
Competence4 0.719 12.586
Benevolence1 0.715 12.202
Benevolence2 0.734 12.630
Benevolence Benevolence3 0.775 13.624 0.837 0837
Benevolence4 0.777 13.678
Integrity1 0.699 11.672
. Integrity2 0.765 13.188
| . .
ntegrity Integrity3 0.709 11.897 0809 0809
Integrity4 0.695 11.593
Satisfaction1 0.831 15.598
. . Satisfaction2 0.759 13.648
Satisfaction Satisfaction3 0.891 17.430 0885 0888
Satisfaction4 0.781 14.218
Commitment1 0.819 15.235
Commitment Commitment2 0.892 17.408 0.892 0.895
Commitment3 0.869 16.683
Positive WOMA1 0.859 16.242
Positive WOM Positive WOM2 0.776 13.972 0.848 0.852
Positive WOM3 0.798 14.558
Negative WOM1 0.752 13.411
Negative WOM Negative WOM2 0.948 18.829 0.888 0.893
Negative WOM3 0.867 16.400
2%=576.633, df=254, p=0.00, GFI=0.841, CFI=0.976, NFI=0.956, RMR=0.043
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<Table 2> Correlation Matrix

1 2 3 4 5 6 7
1 1
0.559
2 (0.054) L
3 0.736 0.684 1
(0.041) (0.049)
4 0.445 0.652 0.454 1
(0.058) (0.047) (0.062)
5 0.382 0.599 0.456 0.838 1
(0.062) (0.051) (0.062) (0.027)
6 0.521 0.730 0.530 0.861 0.809 1
(0.056) (0.042) (0.059) (0.027) (0.032)
7 -0.244 -0.188 -0.252 -0.339 -0.436 -0.456 1
(0.066) (0.070) (0.070) (0.063) (0.058) (0.059)
1. Competence, 2. Benevolence, 3. Integrity, 4. Satisfaction, 5. Commitment, 6. Positive WOM, 7. Negative WOM
( ): Standard Error
<Table 3> Hypothesis Test Results
Hypothesis Path Coefficient t-value Result
H1 Competence — Satisfaction 0.183 2.243 supported
H2 Benevolence — Satisfaction 0.554 7.147 supported
H3 Integrity — Satisfaction 0.024 0.251 rejected
H4 Satisfaction — Commitment 0.744 18.350 supported
H5 Satisfaction — Positive WOM 0.447 7.968 supported
H6 Satisfaction — Negative WOM 0.043 0.499 rejected
H7 Commitment — Positive WOM 0.319 5.545 supported
H8 Commitment — Negative WOM -0.419 -4.703 supported
44 J4H= 5. 4 2
2 AoME JHe ABS| Qo TxyE mgRs 510 B0 29 I AME
g MABIGICE @RRYO| HEX|$E x'=579.703(d=264,
P=0.00), GFI=0.935, NFI=0.949, CFI=0.956, RMR=0.0402 2 2 gT= BAOHE MM ua AME|Ho| BAE
LIEtRteH, O] BHE &3l 7MddT S st A2 HnH OAE dotof ojXl= e =2Qsk=0 Fa 50| AU
HESICt T Qi &2 AN =HRlE JHEAT Alls = MElgel Fa XS AT, HiE, Az PRI

<Table 3>2} ZC}.

2K AR AH|%:=0.183, t=2.243)1} Hi2{(ZZ2AH$=0.554, t=7.147)
= UHERO| Fo| gEg OiX|& ASE Holz|of <IJt4 1>q}
<7td 2> MEEQJACE Y HFE(FEAH$=0.024,
t=0.251)0| PHZ0|| OJX|= FES FOISHX| U2 HSE LiE}
Lt <7hd 3>2 7[HEUCE PHE2 AH(BEAH$=0.744,
t=18.350)1 2HX 1FO|=(HEH4==0.447, t=7.968)0] o
G2 O/Xl= A2E LEH} <74 4>2f <7td 5> XHEHK]
ACE 3Lt BHEH(FEZEA|4==0.043, t=0.499)0| HA ST 9|
=0 0jX|ls FE2 ROISHA| A2 A2Z LtEH <Itd 6>2
1ALt OX[geR2 AL2 PN A (ZEA S
=0.319, t=5.545)0f 7Ho| F&Z O|X|l, FEH AN =(H=2
H#==-0.419, t=-4.703)0|= £2o| &S O|X|= A2z =l
O mh2h <7pd 7>3t <7Hd 8>2 R{EHL|QICE

=0| 2H5R0]| O|Xj= AHEH

=

THO|=E HAHo| Slo] B
ofAtolA £
A0, ofze B

47+ Aol FEB

BiEg ojZojd 4+
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MRYS YskSHE DAO| 2T AIZIO| B Cfst WO
7|£7} EICks 24 BAsHof ik
SR, B BIE2 SUMAIIE HOR LEpict S9f o

— |2 o

2 @t dj2f7h U5 DX ol HrfHoz 2 H
o= SlOlEICL. 0= Mgt BPIZIO| HAHO HY0| o
Sgo| QIES Cielsr 1Y R85 MBS UL
S5| #1270 WS S@AlZ| HBElE Mgt Yo
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