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Abstract

Purpose — There are many antecedences and consequences of the positive emotions of customers. The purpose of this
research is to examine how Chinese service companies improve not only the positive emotions of customers but also the
quality of life through effective verbal and nonverbal communication. Furthermore, we tried to analyze the moderating role of
negative expectancy disconfirmation perceived by customers in those causal relationships among the variables.

Research design, data, and methodology — The eight hypotheses were proposed and we tested them empirically in this
research. Four hypotheses were about the relationship among communication, positive emotion, trust and quality of life. The
other four hypotheses were about the moderating effect of negative expectancy disconfirmation in the causal relationships
among four variables such as communication, positive emotion, trust and quality of life. A total of 356 samples who had
visited the service companies in China were surveyed and 8 hypotheses were tested by empirical analysis using SPSS and
AMOS.

Results - The results of this research are as follows. First, positive verbal communication and nonverbal communication of
employees in the service company have a positive effects on the positive emotions of customers. Second, positive emotion
has a positive effect on the overall quality of life on the customer side as well as the trust on the corporate side. Third,
negative expectancy disconfirmation perceived by customers has negative moderating effect in the causal relationship
between employees' positive verbal communication and customers' positive emotion, and it also has a negative moderating
role in the causal relationship between customers' positive emotion and overall quality of life.

Conclusions - Based on these results, there can be such implications as follows. First, managers and employees of service
companies can induce positive emotion of customers through effective communication. Second, service companies should try
to improve not only the corporate-side performance like trust but also the customer-side performance like quality of life.
Third, it will be significant for them to lower the level of negative expectancy disconfirmation for the purpose of improving
not only the positive emotions of customers but also the quality of customers' life.
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AHIAE B AH[EHE0| oS S-SHEO| M2l AH[XE2| Q|
Al F, K[ZE IHK R M27F JHRIste| 0 CHISHE[HAM =
2|0l B[Rl A NHAECH= ZFEE0| D A2[H2l 7|
Ol Mg FOfASO| 7| WEOICE F AHXE2 7|88 &
TE FHP|ECE HEN S5, LHEQ 7|8, d=n &
2 M2l ZHOML EFE F5ts 70| LM, XHilo|
O|0X| & 7J4ME & B & = UL 42 H THS K&
Sl= 70 S7|17F 2 ZsiX|2 QJUCHJIun et al., 2014; Kim
et al., 2013). I3t 0|20 Estg|(American Marketing
Association)2| OtAEIO| CHst M2 Fe|, ZEH W=7t H|
Alet OHAHE 4.0 SO =M, O[X| O ESl =xHE thed|
7| Xt e] =2 EaAZ|= 0| OtLZ} AtR|E =X
2 OTEK|, O2|0 AHIXES| el HE EMAY|E A ZE
SOfF SICt= AS AXRSILD QUCHKotler, 2016). FEZ W=7t
MAlSH OAE 4.0A|CHO| 7H0] SE=2| s, 7|HE2 H
E 3 MH|A9| 7|5H FHHO| =TS X330 AH|XES| &
HIZHE0H 7|Qe| A= =718 ofL|2l, AH|Xte| 4o EMHK|
SHMAIZE = Us QAKX st O E 52 EAis=
Z40| ERstA ERUCt

AH|XRO| afo| A A0l Za8iX| 7|Yo| =4 StLto|
a3t 2H0| ol 27ota, 7|EL AFS2 UEE 7Y
KoMl dat, ofHcy EHe 2FE|, HWE X|X| HS,
A OE 50| XS HF0 TS| L0 (Oluwafemi
& Dastane, 2016; Shin et al., 2015), AH|X} 719 XIS Z9|
afol Hof| Cigh 22 B35 H7EOICE olof 2 d7E AH|
ol a2l HE HMAFHFTE QQASE Ho| Xt st 7| Yo
A d¥EE JINCE = e 200 O ™ERS XA
SIOX} SHELCE

oHH, 38, 78 &9 AH|A Atar 20| nzinto| S
HE2 9l MEBOILE MHAE M3sts 29 TYA2 i<
=93t AdotE £dStn YO MH(Lee, 2017; Seetharaman et
al., 2017), £35| SR} AH[X} AO|Q] A2 EE HAIQl A
FUAO|M0| AH|XIe| A S U UHEO| FEE O/Xe=
Z=9st 9912l0| =0IL| @ CHGayathridevi, 2013). [F2FA] A{H|
A T|goM xHIX| SHE HEE REoH7| fld SYRA
ARUA oINS EEE =0FE= 20| FARLCt SRSICE 1
gLt 7|1ES HFE2 FE ZHH G § 7| F=F0AMQ
OAE M2 5FE F0f 2ol FFHl ZEN HES
FEZ RO 22h{(Ahh & Rho, 2016), SR 7421 +=F0i|M
o HBELAHO|M 4= Z CHEX| AQUCKYoon et al.,, 2016).
It 2 At 7|EQ| dTE0| MdifHez AES| CHEY
H MHA 7|ge] ZUH ARUAOMO| SES FOXt SHH,
Sl HAO{H-H|AOH HFLAO|MO| 1ol FHA AH
ol o Fakg O|X|=X| Zelsta, o|EA RYUE 1ol
20| 71 A datel AEeb JHel Kol datel
ao| Ao 0jX|l= FY¥S SAlOf| HEHEIX} SHRACE

O|¥eE =95t 2 7o Fo AEHAE 82 ¢ &
M, MH|A 7|ge| Y0l =HSl= HRLIAHO|MO| 1z

2t
1=}

=88 480 ojXl= B, oA REE 1Mo =7
ol 7|0y CHeE (b AH|XtO| &2 O DK== Fes
2HoI5t= otk J2|n oj2fet o #a39| lataAof U
Of &H|Xte| R8N J|tE ekl et Of2d] HHE
AX; ook S22 MHIAE MSEE I 28 7|HE LA
£ X5 =L 2ol &Es AUA =0, £85 73,

28H 43, CE BEUEZ o|3 #2 2EH ZuE =d|

[

F 3= AChe oM, 38E 7|2 LXKt BEo| FLEr0t
MaSHA 2t2[Z|ofoF ST} Sl 2-E IS YX|7F &
S El= 2%, SYUAL 0 Zto] MoAgS S ¥d
= 298 B, 3EN 4%, 38Y 7 89 38N Z
7 SA LIEFLEZ| Of20f(Son, 2015; Atika et al., 2017), 10
40| X[t 2EH J|HEYAe & TN TR F8
M-S0 nZiol PNl 2, A2, 49 & Ato|Q] Ao
g2 O|K|= stLte| &% qolojlzta g += Uk 2 dF
of #EE 2FA I|HE2X|el olzst FRENE =754,
71ES| AFE2 7S YKt 2SI F2 AMOHE, A
WSO MAQQIl STFH J|HEYXE THSHAA(Lu et al,
2012; Gaspar et al.,, 2016), n24o| ZFHA dHt3at MZ|, 49|
2o Ao EgE 0Kz K9l Ltz 2EA J|2Y
Xg OE S7S2 X g2 dgolct olof & gt
O X|Zst= 2EA 7|2 X7t ZUAUL HRLAHOMME ==
CHIF a0 AN Ad, 1ol X AFEL Mzl W a9
2 AMOle] EAONM ojMet ZEZNE LIEIL=X| AHED
Xt Steict

Qzify, & el M S &S CH3at 2Lk A
W, 38 4SS m=ast MH[AT[YoM B HFLIAHO|
M3 AH|RO| SEE Ao HAE FHSILA} SR =
W, AH|XHOIA SdE 38 Z-0| 7|YA2lel durel Az
© OfL|2f, AH|XE ZHQIE XpQ| &t K| OlX|l= FysS
SIS AR SHAUCE AW, O3t Bi=5 7+ EA0|A AH|
X2t X 25k 2EE 7|2 LA M0 F=510], SR
A E-H|Q10|F FHFLIAO| Mt no| A ZH| &4,
Mol FEA AFEA ME| B 4ol HO| TAHGM AH|XR|
28 JIEYXPL 0Kl =EE g2 43staxt st
ot & d7es oA =2t 7|& gFEne| Ay 2o, &
= AIE Lo MH|A 7|Y¥E 0|8% = AH|IXES A+ Of
402 i UttsE IUe| gftEte FOIME 297t AS
Z0|ct.

Moz M

2. O|2X HiZ
21, AGL|AHO|M

HRUAOIME CHRIZO| S[AMASCEMN HIAOE HRFL
Aol A olofd HJRLIAOIM S 271K Yz FEEIC
(Gabbott & Hogg, 2001).

AOI™ AHFLAOIMEZ Qlztel Mzto|Lt Z7EE CHE AR
Aol Al =of JtE 228 A
A2 AOH AHARLAOME &
fI5t0] BN, TAIX] LHEaF M g
S 128t AH7|of & SkE0| £=WWdtojof SHCHWorthington
., 2000). H-RLIAO|MO[ZF =AXIO|A HAX] 7|=E M

ol Qloje| dEHE AFT| diMe g 29
o3| o|8dfiof s, F=ot ofFlet dPo= HEd|of
¥

RO HAX] HES
EH

Ss2 2HIAEC g

—_

V)

rot u @ qf
Ot
rir

STk QIOfH ARLIA0|4S Sef N0l =2 & mofeln
RED ME|20| BRE YRS Hep HUE 4 CH,
a2o| IHH AYS RWAZ|D DAl TN BA| 2
"ol gatg ojXlol, 2352 J|oe] SHHQl 2%t
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HSS [EstA EICtn $HCR(Worthington et al., 2000).
HIQ10{® HRLAOM2 =t T2 Xelst CHE X532 &
o o[AtASSHE HEHE 2[0lSta, CHRIZRe| AZEE IPHo|
M ZEEQ MEfQt EHEE HS 2tECZ2 mug = Ot
(Sundaram & Webster, 2000). Gabbott and Hogg(2000)0{ Lt
20, 22Ut Fo| XME 2|0/t LK A 0f(kinesics), =&
el XS 7t2|7l= =2 A0{(oculesics), MEZL AHEZ|E
o= SUHA0|(proxemics), 2[4 At =& 20|
Stz SAE2[R0{(vocalic)2 H|IOE HFLAO|ME L1
QACE EDH HIAOE HRFRLAOMEE X1 =Xl XA
(kinesics), &t=7t 2@l Z7tR10{(proxemics), &1} 2HE
O[AtAHO{(paralanguage), 2/& 24 Z MHA {2 Zs|
= MHA Q|U(physical appearance)CZ FESIL, AH|A
Y| HIANE FHFL|AO|M0| nzio| XAzt F
MY A™HE qEsiCte 4= QJCHSundaram & Webster,

4 SAMOoR HAMQ 7|22 dHESH &= FRE =
A2l FHAXQl g o|0|SHDH(Westbrook, 1987), A-H|XtO|
™2 AHXPIE MHAE HSEE2 I dYs ke B2
HMEO|ALE MEHQl HEf2tD FolotC) ot AH[X{e| Z
dE 830 Cigt M oTE2 Z4dEE 3EY 4ot 23
X ™Moz FESICHJang & Namkung, 2009). McHugo et
al.(1985)2| AHTOM= BF AMRQ| O|AJF HOC=Z slojg
M2t OlA XA sh= 3PEQ 2482 FYUDICte AS &
S{M oM, Yi and Su(2014)2| oM = S= AH|XES Y
Aoz TYE AFoN BT AHXEL FOASOIAN Z24E
O| stLte| Ea%t QIS 2QISHIACt. AH|Xe| HAMH
282 oF A 2F K=o 2siM YojLts AEA HELE
Ao w2t WE HolE FLUAT|IA SHH, AH|XH= MH[A
7|0 BRRC HRLIAOIM HAlof izl Hors, EAR,
718 & 38N ™S LIELA EICHPugh, 2001). 3 A
HIXI7F X|2tete 385 2482 M2, 2Ea sS4 3o &
3t 38N Jdotg StCHKwon & Lee, 2015; Jung & Jung,

2.3. AE|
MElE HOigo| wekA oM o|FE ohe Aol 2E
= L, YOYO| fHS X[7|0 G5 IR E o

S O|0|tCHMorgan & Hunt, 1994). &, AMEZ|=
ZHejdoyetol AMeldnt MHdE 7HXD ofet MAS Chat
st

M| JiEe 7|t 0, e RE D JHQlo] EHEOM
ool AE|of 2X|ZKYoo et al., 201
e HE F, 7|90 7Y el 2
%= QCHHosmer, 1995). Al2|E 1z
2Ciol, 220 7|90 ZQE SEL}

i

b2 Atol2] 2k 0] A
SHE = ZEX|of 7|z=3t0] 7| o]
DAO|A| ol oofg F7| Yo WS Hojzhs Aol
2l2o|ztn Mol 4= QUCHDoney & Cannon, 1997). nzHut
71 Atojel MEl= 1M SHEE HTAZ = Us R
47} E0{(Hardius, 2015), YNTOI Mgro| ALEIHOI & %
Mz 012 &% &g stChLuhmann, 1979). Lot¥o

1=

= yBReS F0l1, YA &
£g £0/0], 3370l HIE LU EckKim, 2017)

&0 A2 XHAlo| 40f CHoto] MEMMo=Z UOtL} BHESH=
Xof CHet QIX|A™ fHoto|O. FaHE Ol gldl(well-being) 22 L
‘gt StLtel e40]1, X CiAo| 2ot "WIH7E OfL 2t
afel Ao Cigt ™EHEQl "WitE HolstCHDiener et al,
1985; Woo et al., 2015). & XHAl0| TH| 42| HEHO| CHst
@oto|a, Apilo| Cish ARE ECHE Al 40| oLt
THESH=X|0f| CHSE QIX|A QI "WILo|Ct.

Z 20| Jhelel ael EE gdAFI7 flet AYESIt T
|

S| AR Ol 2, Y Z0ke| B2 AFAHS0l arel 2o
2ot AT BAE IERA EIACE 7[Ye Ciyet OAE =

S2 thed| 7| FHol gt g £+ As DAUFLL F
d=E =0|7| fIet =EF & OfL|2h, AH|X} JHRIZHOl 49
2SS APl A= SAIOf d{sior Stohd SHH(Kim et
al, 2013), 40| & 242 HYUS9| P2 2oLt 7|gdut
of a3t I OX7| o, 7| ZSAS0| 2HAS2
ol S FIAZ|7| floh =Hoor ECtn SHACKHPark &
Kim, 2017). 3t 1ZH0| H|ZO|Lt AMH|[AQ] FOf Sl A3}
= Z30b XRAO| Ao E A0S BAE CHE HFE0AM=, 1
20| 40| HE =0[= ZA0| 7|Y DAY T2 FR% =8
7t E[O{OF St FEHSHRACHWOoo et al., 2015). OF2 2], &<
22 AHAPDE 2HE I F5k= S2% WHA S80|4,
Ol2fst 48| IFHOIM 7|iel ZADIAE &&0| AH|X} 22
20| 2 OlX|= A2Z LIEtGCE 2IA4S0| MH|AE XS
2= PN X245 afo TE2 WHAE 2, Aot 25
4, E™ME OfE, A7|ES SO0 2QsiM IS erh
(Valenzuela et al., 2009).

OF 0Q &

0

2.5. 288 7|H=2X|

7|2 LX| 0|82 LMO| HFZO|Lt MEIAE A8 = K|
ot HES 2YstsM oie R&% 0|20|0H(Oliver, 1980),
JIELR7L HEEE JGots WF2 F=2 Y 7K BHAZ
Li=0l 2 == QUCh A B CHAl= AA4S0| MEO|LE M| A
£ A83t7| Ho| MEFOILE Mu|A0f oSt 7|HHE Sdsts
o, & #M thAl= AAS0| HMFOo|Lt AHA O|8st
20| MFO[L} Mu|Ao| QIS X|Zoth= IFIO[C M| HEY
EHAl= MZOILE MB[200 Ciet D240 APH Z[CHet X F0|Lt
MH|AE 0|8 = X|Z3t= gt AO|E H|wst= 2FgQlH,
7| E AECH vt 2o S8A S LX|7F 2dst, 7|
CHECH Q0p7F A XZ4e|H 285 SLX7F 2dstch 0
=9 7|te 8™ 22X oL, FEY 22X WV
oo 4l #W THAlE 4SOl AFH 7ot 0|8 = X|Zfeh
gate] 2¢X| =0 25 HEN 2UES Jdsts 1t
Fo|ct. 0| HFO|Lt MHAE 0|8 = X[ZaE g7k A
& Hoj| 7| E AEL E2W SFY J|ELX|7 LIEfLE
o, X|Ztel gt 7| s AE20 0jXX| 2ot 28Y 7
ChELX|7t 245t ElCHOliver, 1993). 3°8% 7|CH=2X|7t
S7totE g8 UFO0| SIre AoX|T BEH J|iE LA
7t Bt BR0ls 2UF0| S71e A0|EHMcCollough et
al, 2000). 121 olz{st £ 7|HELX= =F &+ Of
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L2t CtE 288 Z4d, 285 73, F70f Sttt 22 £
¥H 2012 e B 4 9loo= YN J|hg UK Lot
02 =Q8A &2|g Z97t JCHAudrain & Balague, 2008;
Lu et al., 2012).

= g7 R8Y |t Ao FFotn YRS HFY
Aol nAo| SFH ZFol A, 19| =N ¥
ME| S akel 2 Mole] BAMM 28 Tt LXlel =

— =
et T

= g7= SY2 2A0H HFUAo|Ma HIAY HF
LA 00| 2H|Rte| S8 #F0| DXl S oA, 28|X
o 38X &40l 7|Y Aol gurel 2|, AH|XF 7Rl K

X|
g HAHE HmEX}; SHUCE S
SR HFUAOIMI} AHIXIS| SHA ZFel A, 3d
A 4 A2l S Aol Ho| HAM BEAE J|HELX|Q|
ZEEN S22 SISt Xt SHSICH

2 Y= F8 HE A0 QufztAlet ZHEA AR
A= 871e] AFvtdER FEEH, RHOoE ZASISHH
<Figure 1>1f ZC}.
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<Figure 1> Research Model
3.2 71d MAH

32.1. TYA| AHFLHO|MI aH|Rte| SEH A

==

Kim(2007)2] Q17014 OfE Tojelol 10fx AL o|A
Wi 20| SEE Y uSo| ¥ OXD, Hlelof
SHELAOIMO Zefet A, B, AHEel g 2ol
2N 2 Qo ol IS oKD, olMelo], B

B9 S ol HHN AWo| P+)o| Y2 OFiCtn A
TYSIYCE 12T Lee(2013)2] ATOME OIRONE TOhRUO]

AmLA oMol 38l Z4F & FEH 4Fo relet &
o2 D[Cn USSR, Lee(2011)2 SFRS| HRLIAHO|
Mt nzho] N gts 8l 7ol WFo|ketol BAE ¢
TOHEAM, AOH FHFLAH O B[O H HFLAHO[ME
T AUHH Q10f, A0, JZHRH0f, QY SO BE Q4Tt
=89 48 7o FHel I L2 K= A= 29
SHAULE Olyel AFZME Sot0] SYAS| A0 - H[ANH

HArLAOI2 1o 3¥H #Fo| Z(+)2 &= OjTCt

—_

1 dztst £ Uk
oo = AFM= Heg Hd d7ES EM= S
2 7tds 28
<7t 1> MHA 71ge] S8 Aoy HRLAOHE2
2H|Xl S 7 REM ()2 SLE F

Zolct.
<Ibg 2> MHIA 7|90 FHE HII0IH AR oM
2 aHRtel IFH Y |Fudl FHe TS
= zolck
322 3% UHI Ma|

nZHo| SYUAUM| YZHEAM FYE ATl M=o 7

(=}
oleh F(+)el F&E Ol A= LEILED A2M(Song et
al, 2012), 1740| M S22 MH|A0 st S8H HE2 of

= MH|[A0f CHEE ME[O] F(+)e| FE2 O[FICtn sHCKChoi
et al., 2014). 12|10 =Xy} HE HFHME =0 A=
TR0l i EEOf CHgt =Z0| JAALL =AE Zorg I
THRZ2 oY =EZE H= AR 2MIIRIeH
(Jurkiewicz & Giacalone, 2004; Kiefer, 2005), H|=L|A 2HA|
O A0| HCHErof Chot FEE AH0| 20H =25 oL
gofl oigt ME|= =OfX|= 20| YBE|UCHAndersen &
Kumar, 2006).

oo 2 AFME Tt ME HTE2 HIECE C31}
&2 JHdE =&

<7td 3> 2H[Rel S8H &Y wE2 M=o F(+el I
I=1

MH[A HSXete| 45E80M FdE 718, EA
St 22 3TN A-YS S Ko FEHL S A
Z ot oLt EHA WSE US| £, ISHeE 1
ZHo| &to| EIK| BMA|Z 4= QlCKVallerand, 2008; Forest
et al, 2012). 3FEQl ™2 7{ele| QX|E Of7HE 510 &f
of Mo Qo HEFS DK HOE LtetD(Fredrickson,
2003), Cohn et al.(2009)°| HFO|ME EHLO0|L} 7|&ar Z+
8E M7t MER 7139 M3 2 afel & ol F

EChe 22 4Yeln Uk =3, 2FN 2y a0
2, WEA S 40| WS SAAZ £ US W oL o
7

o
H

y o4O o 20—

S, dg, AUA S ChAst 207HA| g2 O
K= 4o 2 LIEtSCHLyumborsky et al., 2005).

Oldel M AFES ENZE CiSu #2 7tde d3g

4+ 9uck

<7td 4>

Iy ook 1|
S N o

—_

o
Rto| YN 2Y |

rlo
>

]

nA

of el

| FHILAHO|MIE AHXIol 3N ZY 7t

3.24. 594 4 {19
BN 2 sl Uxio] ZYET

2HRFSO0| MHIAE HMSEES W X|Zfsls 28H 7(thE
X7t EXSts 89, o2 £8Y |2 Xs SYAL
H2EE YoM Yot EHE, =Y S A4
2 £ UAS AO|CHLu et al., 2012). AH|X7} MH|IAE K&
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gh= IPE0IAM ™A J|IHEYLXE dEstH 3Lt S0tel
7|50 LS 2 QoD (Audrain & Balague, 2008), A{H|AZ
NS oM drl= EA, g5 MY & 3-E E
ME #AAZE == 7] IR0 £-N 7|IIEYXE & 22

Sl0jOF StCHZeelenberg & Pieters, 2004). [MEIM SHRI0| 7
FUAO|M0| AxH[Xte| FEAE 2 EHSO| Okl FEH2
BE MXEOA SLSHA LIEHLEZ|2CHs AH|XFSO0| X[2f
F8H JIH=2LX| #=F0| w2t Xto[7t A2 Ao|Ztn
= UCL Ol= AMH|A 7|oA ZYRe| HRLA 0|40
HIXte| S8A Z™o| O0/X|l= FEH0| AH[XIH X[ 26
2R 7|2 YK Feof 2t et Ao 2 ofldElE Aol
C}.

m2td 2 oM E datt M3 d1E2 HIEeRE O+

o o S A
1 Z2 7HEE 248 + Uk

rir

B> mot o

<IHd 5> AHIRP} R2ohs BUE J|th2UK HEdt =
242, S0 JYHO YOH HFLIHo|M
Of AR BHH MO OKE YL ofY
 Holct.

The 6> AHIAP} RS SYY T2 UK Pt =
242, ZY2lo] IFHO HIS0|T AR
Mol AH|xt 3 2Ho| Olxs FgHL o
s zolct.

325 2[Rt SHI AW Mzl 2| BAN I
JEEREEES -Ea

40 SRS MZAENMHM Les IEH dE2
ME|0 S Fe2 0|E 5 JqoLh, ozt 1A 1
ZHo| MA| K|S Mat7t 7|Cist= +==0f OJX[X| ZotCHH
EAS, 8L 52 A2AZ|A =, siY MH|A0 2 A=
g = AS AOICHLu et al, 2012). 2 MAARSOM 2
20| X|Zdt= 28 J|IHEYXs e 7|21 STHE0
29|t Fgkg O|X|A &&= Hi(McCollough et al., 2000; Lee,
2010), 7|2 1 QRS £0|7| {shM 29| J|CELX|
£ Z Z2|slojot iCt Kim and Na(2016)Q] HO|AE 1
20| X[Zfst= 2EN J|HELX|7t 0ol 23, 2T, O|F
S2 [Usts A= LIECE MatA D40 X|2st= 23

=

—
N J|oiEYtls avRel SEN LHI Mzl 2o B
USE T 4+ UE UOE UM 5 0|, REX
~ 20| Alzlof oj

MY 7> 2HAPE KB SEE YUK FEot
242, 3 Zyo| Mzl olXs Yu
o Z{0|ck

3.2.6. 2H[Xo| SN A &2 & 7te] AN £
o 7|ti=2exel =2=qt

SN M2 Hieb 20|, 10| MH|AE HS#= a-Eo
M dgE EABOILE 7|ED 22 38 dF0| 2H|AH 7Y
olo| TNl a0l HO| {olot IS OXE F7E: B

O] AX|T, SFH #Y0| FYE[Hete HHY &0l tish =

[l

HESH 2L A0 O JAQlo| CHst HFS0| TMET|QUCE
Forest et al.(2012)2| AIF0|ME D20 HEE IFEH
ot afel & Ao[of QU0 CHE FERQIS0| EXICin
dtgien, 10| X[zt 28 J|LiEYK|= StLte
2% IFQIUS =QISIRICE 10| MHAE 3=
oM X2t 28 J|HELX0t 3L 28| 7|2
FEAE = o, Ol MUY 4o A TR F3¥S
= Q7| WEOICk MH|A XMSAt= D40AH MHIAE K|
= P80 Dol FHA ZENt 4ol THE Ato|el A
g2 0Kl 288 7|0gYXl= & H2shor st, 0|
o O £2 EHQ MHIA K&, A2l o =2 &9 tH=E
CE QEAZ = /JUS Z{0|CHAudrain & Balague, 2008). L[t
2tM AHIXPIF X235 B2EE T2 YAl R 22 2%
Ol= 378& Z7-o| MEHQl 40| Fof O/X|= el 3
217t OEX| Y= 420 2o AR o MELCEH

2t o|Ae| =olE2 HIECR CI31t 2 7HdE 43
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—
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OF i mjo =1 ofy N oN

om o2 r

A

<Hd &> AHRD} RIS REY JBYUK BTt =
242, IHX 2mo| ol ol OXE ¥
242 o Zolck

= A7E = W MH|L 7ol YEHE BHO| Y= §
=9 AHAEE AT HYCZ 810 HEXRAE HAIBIAC
Az U2 22¢ Az T eHY e =8 &
x| gHoz TIWSIm, 2008 22010z, 2208
BR[O & 4207 7F HELE|QICE 420579] HEX| & 37928
oot D, 0|F 2gdst St 23529 HEXE H<
ot AFHo= 35655 2 AT M| ALESIRAC,.

= AFoM d2 HOXol JE2 Hdnt ojgo] 2%
190%H(53.4%)1} 166%(46.6%)0|Q1, Ao ZHR= 20Cy
123(34.5%), 30C 128FH(36%), 40CH 39FH(10.9), 50CH O
353(9.9%)0|QACt. XS Shd 58%(16.3%), ZFQl 140
(39.3%), 32 59%H(16.6%), AIYUAX 20%H(5.6%), HMEZ|

A
56%(15.7%), 7IEF 23B(B5%)0I9ACE g, o, XY 5 B
2o QTSAY ENSS RECS HuN ¥ fED & 9

E2 Sy Oy REE0f 9 HOR AL
SERE0| ST MHIA 7|0SS 9, 9=, ug, WE,
8 95, Mg, JlEo| Yoo= DR, 3UKt (iree
It Mel20] Cfs 7| D2o= ol 7|7t0] 674 0|4
Ol NS0| HHO| 84.6% HE(B301H)22 LYERCY.

S720| B J|A2MD MElE SN2 s SPSS
220 T2IUS YA, ST T 24 L Jp A
58 QM= SPSS 22.01t TH AMOS 22.0 TZ O A}
gateict

42. Higo| =X

= ATFOM ARSSHE B0 it 5¥e=S dH2Lt
B, ool FHFLIAOMMI BIQIOY HFLAHOM2 XY
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S(2016)2] AN ALt 22 dFSE 8 W 259
MEDIRACE ANH HFLAOME2 #2 THof, F=eh g,
Horet chel, 2 ME, HEe T g5 59| 57 22
Soff oAt HIAOH HRLH 02 HIAH HRLH
o2 g2 &Y, ”‘*F T, REE2 2 HEsh 2 &

, 28 g, oE, HFEet 72| § 72| Ede

245 ™2 R ose et al.(2016)d} Tsaur et al.(2015)2| ™
TOIM AT 2& 3*55% =8 Y B, MH|A HE

2= FoMe Og0 & 7120l E5 EAE d=2 &
0| Ag 52 5/ 2&E 083ty HFoIALE 2=

Filieri et al.(2015)Q| 27, Kang et al.(2014)°| &4, 2|1
Dai et al.(2015)2] HTOAM AlTH MESZES £ U &
oD, B B Ws, ok E4, cH[KOj B, ET

M, MEEE Al2| £ 5710| BEES EjA =X AtO

To=E2E o©

XS Kim et al.(2015), Woo et al.(2015)0] SIT0|A A3t
=YY2S 49 U =ARLD, Mol T0L ¥F, 39
ob o g, é—l!’“}" aote] UX| =, a0 Cist =L S 4
He| EEE2 0|8 FESIRALE

SN J|12YUK|= Bhattacherjee(2001)2] HTOIA HA|
ot SPEYES =¥ U 2etin, J|tieED B2 JHK], 7|

CHECH 2 S22, 7|20t 2 2y, 7IcH=2ct L2 8, 7

=
5. =MZn

51. M| B Etete HAS

2 g7s dE2E 9 EfgES ABSY| M 1XHoR
SPsSs 22.0% o|gsty EMA ol 2M, MNEE 2ME =
HSIAUCE EHAY QOFEM2 FHE 24, Hi2BASH Ha

E

S HEBIOL, BN QOIRNIL ML BNS mHss 1
oM SFysol aciwsigol il HETE o £0
Slef 747t Was LSS MASIYCL HFHOE elofy
HRLZOIM 4812, HlGloY HRLAOIM 432, 3TN 2

3482, Azl 58S, Aol A 488, BFN YK 38
Eo| MAE|QIC}.

A0l At8St= BE2| tEIEE AS5t7| sl ==
EE“ =XstE 7t LH7“IOI t-S HOZFE= Cronbach's Alpha
7:||—’F% é. |0+%‘°D:1 MEE AT Zlbs <Table 1>01A |
AlSt= HEQF Z0|] ZE H=F0| 0.8 O|A2| Cronbach's
Alpha ZA% E FACE MM 2E H=F0| MEZ7t =&
[

28 2Igt £= QCKNunnally, 1978)
a EFSS EtEd 52 lsh E_ HEE0| HBEIFER}
DHHEICIC 2 WIISIQCE MA, DBEISD ASS Qs ol

X QOlEAMS ABHSIFHOM, 747; ZTt= <Table 2>9} ZiO|

tect Mooz We Mt § o BYSE ZMseIck 0
DE RSSO Cft ZYBELS 1=M OfL|CPRE 7=0f o
< QYoiixz PHE 2FE TH HES AR
<Table 1> Reliability Test
Variable Number of items | Cronbach’s o Variable Number of items | Cronbach’s o
Verbal Communication 4 .861 Trust 5 910
Nonverbal Communication 4 .836 Quality of Life 4 .878
Positive Emotion 4 .953 Negative Expectancy Disconfirmation 3 .922
<Table 2> Confirmatory Factor Analysis
Variable Iltems Standardized Estimates S.E t-value CR AVE
VCOM2 0.724 - -
Verbal Communication VCOM3 0.795 0.081 14.170*** 0.863 0611
(VCOM) VCOM4 0.822 0.073 14.618***
VCOM5 0.783 0.073 13.969***
NOVCM1 0.753 - -
Nonverbal Communication NOVCM2 0.807 0.072 15.004***
(NOVCM) NOVCM3 0.732 0.070 13.537*** 0.839 0.567
NOVCM6 0.716 0.069 13.240%**
PEM2 0.888 - -
Positive PEM3 0.930 0.037 28.037***
Emotion(PEM) PEM4 0.932 0.039 28.197*** 0.954 0.838
PEM5 0.910 0.041 26.566***
TRUST1 0.827 - -
TRUST2 0.772 0.054 16.676***
Trust TRUST3 0.834 0.051 18.668*** 0.910 0.670
TRUST4 0.839 0.054 18.822***
TRUST5 0.818 0.052 18.129***
LIFEQ1 0.717 - -
Quality of Life (LIFEQ) LIFEQ2 0.798 0.088 14173 0.880 0.649
LIFEQ3 0.878 0.085 15.370***
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Variable ltems Standardized Estimates SE t-value CR AVE
LIFEQ4 0.821 0.080 14.547**
Negative Expectancy NEXDIS3 0.849 - -
Disconfirmation NEXDIS4 0.933 0.043 24.014™ 0.924 0.802
(NEXDIS) NEXDIS5 0.903 0.044 22,771
X?= 395.230, DF=237, CMIN / DF = 1.668, GFI = 0.917, NFl = 0.942, CFl = 0.976, RMSEA=0.043 , SRMR=0.038
Note: ***: p< 0.01
<Table 3> Discriminant Validity*
Variable 1 2 3 4 5 6
1. Verbal Communication 0.611
2. Nonverbal Communication 0.439 0.567
3. Positive Emotion 0.297 0.336 0.838
4. Trust 0.494 0.537 0.345 0.670
5. Quality of Life 0.115 0.182 0.051 0.236 0.649
6. Negative Expectancy Disconfirmation 0.029 0.010 0.525 0.038 0.022 0.802

Note: * The figures of this table: the square values of correlations between variables, AVE of variables

2 oinol 2RO [t MUEE B
o

=

[y |

3l B4 L RE EXMGRE0 EESF QOIXX|Z0| 0.7ELC}
=2 LEtRD, 25 #==50| AVEZ(0| 0.5 0|4

£9| CRZ}0| 0.7ECH =4 LEILID QUof, &

1988).

OZO= £ ¢TI DE WAS 7lo| BYEIYCSES Wt Y& HEE Ho= mo
St7| 9Iet0l 2t Hao| AVEZS CHE BiSTlo| Az cheols Fed
RS DSFOD, B4 Hut <Table 1 Tk 2 8 g dol F pE X
40| AVEZIO| 1 e} Ch2 BISE Atolo] 47 5

PECH BE £7 UEILD 9002 2 WAS 7io| BEE  OjKls B 2

IE,FE7|- Q20| =olz|QCHFornell & Larcker, 1981).

52. Jpdo| A=

5.2.1. H==F Alo|e| QlutAof Cist AF

= g7= A AMOS 220 Z2FZ O|&83M SR 27} 0.248(t-value=4.310,p<0.001)2
A0 A, H|QAOIH HIL|AHO|ME AH|XtO| A A7Eo| 2t

= Mgz X
£ AmECctH, CMIN/DF ZiGFI, CFl, NFIZO| 25 0.90|4
o= LIEttom, RMSEAZS 2 SRMRZI0| Z5 0.08=CH &t
Al LIEILE HEPHo=z 8% He|of ATt SHoI|UCh £

ok

E

s
Bt

7t 2otE|of
FHaB0l o
'c‘>'|-9§{l2|-.

Mt K& = X Z£0| 480.600, df

40| 26122 LIEHL} U0l =&
NFI 20| 0.913, CFl Z}0| 0.9442 LIEI} 42
, BE B S OrEA|Z OO, RMSEA ZtE 0.0612 %=
GTOIM ALE 01
St DE H=E0| ZZEtEI} &0l QICHBagozzi & Vi,

FLCE GFI ¢

A7 =Rt %'\XI':.'_h CHE

240] 0.8862 +87|F
=2 HYE X7t +8He 2

87|&(3.00 D|2Ho|

| _—I.LxEodo" |:|.| St X-IoI-EE J.Ll-l:l-
Z40| 184, x2/df
2siseia,
7|12(0.9 0|4
£7/%(0.08 0[2h
ol 0.9 OJAFS Of

ZF
A

o= LIELL 2 AT0IM HMAIE FEEHEO| HMgLs 0=

B2A
EtLtn U

# AHRLAOIM

ISk 2 ol

Cheh 4= QICHGefen et al., 2000).

Rrol 3FE 20| Al2lo| OjXlE 2=
(t-value=11.431,

A, 2HRe] 378 70| Hz(eh 4o "'Oil I3|7t|" Fare

BAE SR SIALt <Table 4>0]=

<Table 4> Path Analysis and Hypothesis Test

= o
B24E HA

NP

p<0.001)2

,AHIR 3WE 2,
folol PIIAE U HESS
= ME  ESIIC BX oof ARLHOHO| 4lx} 2EK Zof
27} 0.241(t-value=2.431, p<0.05), H|P!
O/ AHSUAolMo| AHX IHH Aol OxlE BAL ¥
7} 0.403(t-value=3.963, p<0.001)2. 2 25T LO|5tA L}t
<Ipd 153} <7H 2= X|X|EQ
2274

NE

A
=]

IO} IESH AH|

7} 0.607
Falsto] <7td 3>0| X|X|E[A2
of, 2&H[RI2l S8 ZF0l &2 2o ojXl=

I F=A

Sol8l0) <7t 4> X

Hypotheses(Paths) Standardized Coefficient C.R.(t-value) Test Results

<H 1>. Verbal Communication --> Positive Emotion 0.241 2.431* Supported
<H 2>. Nonverbal Communication --> Positive Emotion 0.403 3.963*** Supported
<H 3>. Positive Emotion --> Trust 0.607 11.431%* Supported

<H 4>. Positive Emotion --> Quality of Life 0.248 4.310** Supported

X?= 480.600, DF = 184, CMIN / DF = 2.612, GFI = 0.888, NFI = 0.913, CFl = 0.944, RMSEA = 0.067

Note: *: p<0.05, **: p<0.01, ***: p<0.001
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<Table 5> Comparison between Groups and Hypothesis Test

Low Group High Group
TR | voe | B e | Dl i
<H 5>. Verbal Communication --> Positive Emotion 0.596 3.251** 0.154 2.648** 2.781 Supported
<H 6>. Nonverbal Communication --> Positive Emotion 0.554 3.015*** 0.449 2.974** 1.224 Not Supported
<H 7>. Positive Emotion --> Trust 0.631 5.744*** 0.562 4,443 0.357 Not Supported
<H 8>. Positive Emotion --> Quality of Life 0.656 4.096** 0.146 3.443* 2613 Supported

Note: *: p<0.05, **: p<0.01, ***: p<0.001

A, MH|A 7|goM SRS ANH-H|IANY HFL
AHo|Mo| B[RS SN Ao OjXl= F, 2H[Ae| 37
o 80| 71 gurel =], 28X JHRISHO| 4ol =of O]

=

Xz el dg2 25 Folot A= AU,

522 E™A J|Q2LX|el ZEZI} HAS
= 7 2HAPE X Z45ks B8 Y2 2R e
WE ASo| flotd MM, M0 AE #2252 XHdts

bl

28 7|2 YK =F0| 2 T X2 YLe 2 LY
Ch O Chege2s & HE| B 2t Z2A 2| Xjo|t J9|
Mg TS| 8l CEETRIEt  BEXM(Pairwise Parameter
Comparisons)& F=¥35IRUL}L 0| Sl HEATEED A+
t2h)2| XtO|E ZABSHAX: o1, BE2AH 5 Kol9] Fold
C.R.Zto| HO{Ztat 1.962 H|WSt0] ABSIFUCE & A0
M AH|XPZE X128k 28E 7|EYX|e] 2EENE HF
57| Qe 24Auk= <Table 5>2F ZCt

M, SYRQ 20K HRFLAHO|MHO| AH|Xe| SHA &

Mo %2

o OiXle F(+el Iz 2H|R7 X128k 285 7|
=LAt H2 O] &2 MTEC 2 A= LEL Atk
28H 722Xt H2 Tl F2A(05%)7t =2 ©
the| Z2A (015420t & AA LiEL} flen, & HEe|
BRA 7t MO|= FOISHA LIEFHTHC.R=2.718). O[O <7}
2 5> X|X|E[ICh. J2iLt SHE HA0Y HFLHO0|M
O &H[Xte| 378X ZEO O|Xl= P AOM=, 2H|XE
7t XZste 884 CltiEeRrt ®2 Ztel dRAs
(0.554)7} =2 M| F=A(0.449) 20 AKX + TEO
BEAF 2t XOl= ROISHA| BUACHC.R=1.224). LA H]
AN HFUAOMML S8 4F AO[e] &AM £
JItiEEX|e] =EBIE LIEIHE <7t 6>2 X[X|Z|X| §Rt
Ct.

o, AHIRRS| 38 ZF0| Ao DXl F(+)2 ek
H2 2HIAPL X|Z8ks 28H 7S g7t $2 MHol =
2 MYEEL 2 Aolgks 7k <ItE 7>2 RIX[E|X| HUCH
28H 722Xt H2 Tl Z2A063)s =2 o
thol BEA4(0.562)20t IX(T, 2 O] =A== 78 Kt
O|7t QOIStA| LIEFLIXR] &U%7| TfEO|CHC.R.=0.357). 2Lt
2H[Re SFH FF0l 42l o ojXlE F(+)el g o
Ae 28Z2E XZots 885 (e X7t K2 dEel 3
2A2(0.656)7t =2 [T = 4=(0.146)=Ct 3 LiEt
Lia, Zb ZEel Z2As 78 Kol FOlotA  LtEF:T
(C.R=2.613). [MZtM <7t 8>2 X|X|Z|RULCt.
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[
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=85 48, 7Y oist o=, 4o 2 S =S oE
=0 Ciet HEz2 B2 & + A7 WE0Ith FHHL
2E Sl AED S2 W2 1ASS =Hs=H ¢
AMHez =50| 2 5 AKX, 2HRQ| 7|HE 0|1 273
o 72 2XE RLYLEM CHE IS 0jE = A=
e FAslof oot

62 917 B2 X @S o7

—
oA 2ol AXIZE R 7HX| BHAEE ZHK2 Utks Fof
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