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A 2ok T4 T At dig
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oA Qe ke W BaA Bk

ZH[A HY

avabs A g AL FAlel A 3l
7] wEell, 2BAe] kS AltlE dohlle

Py

e PoudE st 59, 1A% 9
e sl ol 2A¢l Ha olslst
2AGR, wAGE D wAGAE H9aA
Q1 Alelth oA, A8, AHeECo)e]
weld A, A2 A4PAL Ael 2
2uE, AgSee] hE AFFYTIe

% 2 ANAEREe T3, Auree B
2 A3 Fuse] A4, nALT the
s} 2 puisiEle] Wisl aElm npA|EH] S
7k 89 27 5o sod £ St
ol #AMHE EE] Siste] Zz:En
A A Fo st 1A #A EE(customer

relationship management), 3-2]2] 7fdo g 7

o

2] (customer management) o]t}
2UAE AP wipe 2¥A4RA
(consumer interface) S ZA ] £ 7Fmoment of

truth), 7077 T2](customer contact point

management), Z]\_H] Z]— o M (consumer encounter)
3l 2o Go|ER Tkep] Baigh Lv)
Ag9eele AvlAE0l 19T Agow B

Ue egtoln AnAEI A4 0 R HFol
o] FolAl= AlFol7] wjitel| ;AT AR
ola FAlo]7| = sirt.

o7 aABA RN CRMHE 2 AIAE
WA B8l 9lthKotler, 2003). TR} 2 7]

HES RM Al2Hls FE38te el 5007t
WA 1w 9 E FAsked, 1 e A
el otk CRM2 AEe 7Y F 1
ok 7|k g AHE 2 7192 30%
7} A ¢t HT} Forsyth2001)E= mA ] 7F 4
Hgete fdS wded, 27 s}t 29%,
7199 eEMdsbrb 229%, CRMe]of| tidt o]d)
o] 20%, FAT Age] 12%, CRM 7]&¢]
Bxo| 6%, dlabdel EAZF 4%, AZES ]
ol BAY 2%, 2FH AFo| 1%, 71E7}b
4%2] {=oltt.

ARe uATe s} spesleld $AdeR
AR GgAQ Ao ARAHEZ NHH
oot 7hgsith tlEo] 1A g A=
| olaf7t da= ook sta, A FEAS
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o Abgshedl, 2943 4120112 Escals

€} Stern(2003)°l] 23t FFHsympathy) 2 7F
|9 (empathy) & &I 15 9|3,
Fe T84 A (with feeling)o] 1 g oY
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K od
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TH0100E &b T4bs Al 7whs
AAH, BAH, P4 &
ZH|Ab P3RS FolRIVEE 3
st Aol wEAl dgsittn st
Hlzo] 304 REol AFE(Eagly & Chaiken,
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1993)& o]-g-sfo] M|} T,

53
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TR, QAAA, AAA e PeH 248
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SBE’—% 34%741751 83%53-?1-‘711 AN A F
o).

DTS N =}
1o o m Ok
1o,
b
o,
=
=
o
o
ol
Y
og{:t“
% e

=)
ol
o
rr
PR
9,

o] AFolre &H|A} o) 7H”% el
ot TAse] Yeted, A PERATL <
SAH| Aok A &sto] @At 3 E(patient
happiness) S 7H‘§§]—8}9ﬂlﬂr o] AFME 2H|
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stol AHE@ Aolth YA Mu AT A¥] ST, 20120004 ALk WA Azl 7]
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FARI S|BRRABR W, Bk ABMU ARl BAEAA, HEAA o
PEL AYS T 5 YES BEE GUHA 24 2GR A6 FPesdl o
eat Audgel drht 2ALA, Cdmd £ DAL Ao} AR wEE
S doht 9g  dEsh 2en AN A 2 PEES PPN & 9EtE 4%he

27F "7t 2tk a8 20 AAl = AEstuat .

upsh o), o] ApeAE vz B8 a7} ool e AR YA

23BN zsle], I} PES o] M(personal communication)2 1747} AU
7
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L

g o pin
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AR A e 3US AR BS arkelRAl 2009, 59, olmAu s
WESS A0S o BEs] aeln o @ ok RE %] ARG FFAN olFof
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SIS gk A, A, 2000, Al HrPlEelw, uAREETE oWl &
ARl =g ell A Aol dojgmdels 7] 45 AARARE aUE goRith 17
Aol did A2, 2007, 2R W aARES JddE 14S fAsE v
SHZEA 9 SHAtSEY] e AR, o Ao 23 Aotk mEb uAS
2010l A 2HA7E AE =gl oo Al w@es] WA Zlo] oilEt 71EE ]
Adas an aAREE 1T 9 wE A ghEojop Fojof k. gellA =9 A
o ¥ Aom eyt B3 AAse A AY, oY deoine sHgRe P573Y
TE0IE FAb5ol ¥ HARomAh & A o]52 F vl wle T
B9 Fol HAl= AH7F P a2 Foll S XA @, 7 FHgle] w2
gape] ko] FE Aolghe sHdetel Al EE&VHE ARYE W, afrRve WAE
Ag2te] WAE ASsIded], BAlsenA  FATIE addA, a2ln Aol g
o B34 a3 g gL A e FAT BdAe] Uw F vl s
TAAY G vAE Wl Bllseln|x] & e &wdlN, EF FeHQ AvE

ol A43e0e o 7F S8t Puel g Heby He| i
i gete fAelES] HH Roprt wiR A4l stolth A A4
Aol og7|d3} ggel of % A vk aela S #E

g ATEsted, AL AAzHA FEAA FES A o
st FTKSeligman, 2002). B Algnp BP3k A
o2 #@E Mg Aol A, Lyubomirsky
FeFstel  oyE FEI AT BRI A HE

Basigh olAY AP L
A ATHE G ARG B FRE AAS AR 1 Aol dm g
Axe At AYse wEA A 3P 3 Lok AR WHT BIT 4 AR
A9l S nd 5 vk web] thest 2 9L niFsdE QR Ade 4 g
& Mg AE 5 ot BE fAdte oz Yasta PEi, ¥
P Qe e BYL FASHE Bo

W 1 aHA gAREd AR g e e F YED olfelM M
S A3 ARELS ANATLEES 1 2 Aol PEE AL AA 2 AA7) oY
gt e AW S HAd AEERET 2 2 AAC g JiQle]l FaE sl
S 2 L B I i R soAd  oJAH, FEL FAAL dXolx, A<

A
531%& 0] 2 ol

Aot BMARE sk Ae ARLE ¥ F 9l
T2 aroly] wjEA@AAT, 2008), %
Kotler2003)° oJ3t, A& veiAg A9l ©FEs w9 & Sl A2
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A3 7H], BA, vkl F8, kel ARzt
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7 2e gkt 8A5S xFehe Zlolr] 9
Ql

woll, olgAn] o] Aol g I
o] ZAHARE JEAH| 2ol YT VEE
% mobAm, o@Auzd] tg FPA B ATCpA
X783 o] Botglel utehr o] gAfu]2elA A
Zete YRAYEE mold Rojgtm dEd) o Ave didel 9XF oehide) wE
B 5 Utk wEA v 2 S Al #3488 dideR Asrt FHEHAY &
T Ut lof] AAJE wpel o), FAREHTY] T4
AYe olgd FHEE e 1syeln
M I avA FREEd A% Ba4s  AF PURE AU oln, B4 Pde
oS A9 AREe 2NARARES 1 Yo PARAY AuTHALL 1sEe
2ok 42 A UA S A AREERT 2 dAXIIA 42 olfE S ERdte
B SEREECe MY FHQI(HIZ)
44
HHEF @A o] A
N (%) N (%) N (%)
oz FARE Fdt 8(16.67) 7(14.58) 15(31.25)
Y HAEE JAD 8(16.67) 10(20.83) 18(37.50)
A A 7(14.58) 8(16.67) 15(31.25)
A A 23(47.92) 25(52.08) 48(100.0)
B 2. SgZEdTe HEoY FAI/U(HIE)
A=
HHEF 20TH 30th 40th 50th 60tH ZAA
N (%) N (%) N (%) N (%) N (%) N (%)
ol g [t 3(6.25) 3(6.25) 2(4.17) 5(10.42) 2(4.17) 15(31.25)
A4 A 2(4.17) 4(8.33) 3(6.25) 7(14.58) 2(4.17) 18(37.50)
A A 1(2.08) 2(4.17) 3(6.25) 8(16.67) 1(2.08) 15(31.25)
A A 6(12.50) 9(18.75) 8(16.67) 20(41.67) 5(10.42) 48(100.0)
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YA o198 BRRES eI B4 @ tedl, BEe wEE

2 B ogAe gel
o gA BURES AESHE B N A%Esl P9EEstE Qolugith didel
Ao ol 1 Ul meAdg] MRl AN hEPIAN ©|8Alel £ ol
o ERL ==

F 20 A" HEel Zo], 200E 67
(1250%), 30tl< 978(18.75%), 40ul= 8% A7)at
(16.67%), SOUE 20%(41.67%), 0= 5% gA S BRI A 97
(1042%)& Easte] AA) 48 o]t (web-based tool kinoll S-St EH, L
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o] A7E AdTE THEEA WA  E "oke ALY FY 1079 FPER
AUERE o, oY Aol ARD DAL wolgen, 27 sEIH AuAPan 2
E 3. 2Xe sErE 2F 2

Promotion Focus Check Prevention Focus Check

L e CleE Az Foe U 48 Haskeie fow v

< gt < gt
e 234 Asel o uge ¥ Ve 3949 Ao o w9
Z o ot
03 e 9 2 AE FF Agst v Ag Aople Ads ad=
L AATNE AL Fokink
LR AR gl asg Qv G A Qelue 985S du
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Consumer Interface Management

based on Consumer Sympathy Module

Seung-Kyu Nam

Dept. of Industrial and Advertising Psychology, Daejeon University

This study was an experimental study that was performed to examine action plan for establishment of
effective consumer encounter strategy based on consumer sympathy modules. In this experiment, 48 patients
in university hospital were divided into rational sympathy module group and emotional sympathy module
group based on the information processing style and regulatory focus. Psychological matching patient
encounter method that is fitted for the characteristics of the each sympathy module groups and a control
group was taken place, and it was examined how much favorableness and happiness toward medical service
were changed afterward. To ensure reliability and validity of scales used, data was analyzed with internal
consistency and factor analysis, and analysis of variance (ANOVA) and Scheffe test were conducted for
hypotheses testing. According to the results, Hypothesis I (patients who were corresponded with a proper
consumer sympathy module have more favorable medical service awareness than those who were not.) and
Hypothesis II(patients who were corresponded with a proper consumer sympathy module are higher patient
happiness than those who were not.) were both supported. Patients who received a patient care method suited
for sympathy module showed more favorableness in medical satisfaction and medical trust than patients who
didn’t, supporting Hypothesis 1. Furthermore, patients who received a patient care suited for sympathy
module showed higher patient happiness scale than the patients who did not, supporting Hypothesis I,
These findings showed that it is important to sympathize with consumers so as to increase consumer’s
satisfaction, trust and happiness to medical service, and it points out that a customer encounter strategy
which is psychological matching service suitable to consumer’s sympathy module is necessary. Finally,

limitations of this study and directions for further studies are discussed.

Key words : Consumer Interface Management, Consumer Sympathy Module, Medical Service Awareness, Consumer Happiness
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