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Effects of roastery coffee shop choice attribute

on customer satisfaction and royalty

Seong-Hye Yoon

Major in Tourism Management
Graduate School of Business Administration
Pukyong National University
Supervised by Professor Wii—Joo YHANG

Abstract

To gain a, competitive advantage amid severe competition, Korean
roastery coffee houses need marketing tailored. to the . preferences of
main users, achieved- by—identifying -consumer  selection attributes
towards coffee shops, customer satisfaction, and customer loyalty.

This 1s an investigative study into the relations among customer
selection attributes towards rostery coffee houses in Busan, customer
satisfaction and customer loyalty. The purpose of the study is to
provide basic marketing material for coffee shop managers in an
increasingly competitive market by finding out the customer preferred
products so they can seek ways to improve services.

With the population of consumers who have used roastery coffee

houses in Busan, this study analyzed the results of a survey of 221
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people. Data was analyzed using SPSS 18.0 by which an analysis of
the reliability and wvalidity of respondent demographic features and
selective attributes, and an exploratory factor analysis were conducted.
Multiple regression analysis was used to analyze the relations of
selection attributes, customer satisfaction, and loyalty.

After reviewing literature and existing studies on attributes in the
selection of coffee shops, customer satisfaction and loyalty, the study
examined the concept and status of coffee shops, dividing attributes in
the selection of roastery coffee shops into 5 factors —coffee, employee
service, accessibility, brand, and promotion. Customer™ satisfaction with
roastery coffee shops consists of 4 items - satisfaction with coffee and
service, satisfaction with menu and coffee prices. a pleasant atmosphere
and time-in—shop, and revisit intention. Customer loyalty towards
roastery coffee shops consists of 4 items —the best coffee shop, regular
visits, preferred consideration,. and preferred choice.

The results of the study are as follows:

First, to identify the-demographic and behavioral characteristics of the
sample group, the questionnaire consists of items — gender, age, the
location of coffee shops used, visit frequency per month, the way of
using coffee shops —here or to go—, and preferred products. The
results show 20-39 year-olds are the largest customer group with 160
respondents. 140 respondents said they use coffee shops around
workplaces, schools, and homes, which compares with the current trend
of the largest coffee shop brands —Caffebene, Angel-in-us, etc.—

opening their branches in residential areas. Americano is the favorite



type of coffee (favored by 118 respondents), with Korean coffee
consumers tending to enjoy the pure flavor of coffee.

Secondly, 'employee service is the most significant factor influencing
customer satisfaction, followed by ‘coffee’, telling of the characteristics
of roastery coffee shops where employee skills are vital. Accordingly,
roastery coffee shops need to offer employees a systemic programme of
learning and training (e.g. latte art, hand drip, and etc.) to enhance their
skills. The influence of ‘coffee’ on customer satisfaction means an
increasing number of -consumers preferring quality coffee with more
knowledge of coffee as the coffee market reaches maturity. Therefore,
the strategic/ use of coffee and employment service factors would
facilitate better coffee shops.

Thirdly, ‘brand is the most significant factor influencing customer
loyalty, followed by ‘coffee’. This suggests that roastery coffee shop
users prefer ‘their own speecific brands, driven by the flavour of the
coffee.

Finally, customer satisfaction with roastery coffee shops, formed over
the long term of their interaction with stores, can lead to a continuation
of customer visitation. Therefore, coffee shops need to enhance
customer satisfaction through differentiated coffee menus, and a
systemic education and management of employees. It would lead to
revisit, preferred choice, and regular visits among customers and to
positive brand awareness, and to customer loyalty.

The existing studies on coffee, focusing on general coffee shops, lack

investigation into the relations between consumer selection attributes
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towards roastery coffee shops, customer satisfaction, and loyalty. In an
already saturated Korean coffee market, this study identifies the
characteristics of visitors to roastery coffee shops with growth
potential, and the relations between their selection attributes and
customer satisfaction and loyalty. It is expected to provide roastery
coffee shop managers with a framework for understanding the market
and promoting marketing activities.

The study has its own limitations: its focus on roastery coffee shops,
not expanding into large-scale franchise coffee-shops; and its limited
investigation due” to the lack of preceding studies on roastery coffee
shops. Future studies need to employee a variety of factors for a more
comparative  analysis at the standpoint of customers and employees.
Hopefully, this study will contribute to improving the marketing and

service of coffee houses.

- vii -



Sk=

1. A7u A% 23

1980t Fuk o] % F&etAl g At ATl dig &ujzk A
A2 el AZI7E HAh A2HEAINT Be F-is AAYD A9 A%
AFAIT7E SR 19909t Fuk ~EpH A AN, TR G 2
& 9= Bt o] AEstEA AVAERY UFse i A
Aol EAAH o AR THA A A 01 FF,-2011). Al HAVAE
sle] BA=o] os) Aol FLEAThE, 20000 FxRE o] Fel= EF B
deso] kol Aol Ha JAHKBE Y @14, 2011).

A AFe A sEE AGHAEDE A B g AU 2e 3
At gk Aol gl QSlURIGHERNR) 3ol AZEAR de e
2 yebygth Sl Ay A 199996l ~eb A7) o] Bt 151 & )

e 5 ARG SR gAS sk R011d7RA A8t 21.6%°] SR
&=

o
o
=
>~
o)
o
o2

0
=

Ao mEaH AFHEE A 19999 A
TFEZF 26609 Yolded ks 2011 2280009 Yoz 10Wi7F He 1
S 7153 shrh(EAdu =, 2013).

KBdddr4ol e sl A9HdEd e = 2012 1238171 =
2010 ¥ ®lalEbdE 43437, F2 54%u Eolutth dANAM = E3HAE o
2ot g AGAEE Aol AME AdAEC] Alg dEUEA B A
Ao @yt QQul AF AAAAEo] Ay trE wFES HEF AL F
HAMNA] T& FxRe AR ojn] BHE ow|AE FastA 53 7}

A, 2epH s 5 AT AT Y] AEErE A e (FRke

ot :lf

ro



el =l AFAIFS] 2L A T=E

°

7}

2012).
£33 2010 o
ES

=
=

_d%waﬂ %_%moncn ﬁmﬁ%_fﬂ ﬂﬁﬁ%
) < . %4 w o X H w5 .
= X F 3 N T B o e
g = o X H) on @ AN O NIl o-
T = T N I
O T o NN o| — W F o R o = 6 W F
F oo T oo D I s W T o P
B R S B T = L e - S S T T
o N 2 LS I~ ol No- =5 Yo Mo ™ — 5 NIr
F — =5 AN T %o AL = oo
o TR oA o o T B N RCE
T o R o 1 Nl S Ao ¥
i SRR~ S X° 4 no o B
S < Yad /o TNE, o R T g e g
R S T, . = A e BT o
= o = T = = i o e w cn ol olo g Is %o
Do N e 9 e = 0 = B4
Bog oo o e NR DRy X ° i)
o ol [ PR L " 7o o oA
B om %o 2 s K e e o N
P me o BT R op D o T do o M XK e O
- 0 e =i i_: éﬂ —_ ol 1 ox =
< G Bl ® o B g E o X < i3
b N ™ AT I & K mo o RO Mﬁ M B T ™
LS b o ik 0 =) 1_” ) B N ol Sl E ~ ﬂr ™ M < %
3 o o = < B
M BN ;S ) = o) X = Uy oo "~ e i
X g B X T BN O @l o ™ ow o o XA
ﬂAIL o ET! ™ OT.__ w = = oF 0 7 Jl UT
=y : oF ™ T R B m &< A 5 "o
T " ° G W < T -~ ¥ 0w
of = 2L o8 ~q X RS W oy o ™o X
- SCANL . S A o lat> P T W o Y
5 N ow # e i N e AR B - o mﬁ T ™ EN
2 2 o e et T 5
m Ao B oW MR Mm R L N S S S
o oM T e B %o P owor o, T
S U T Tl VI B o L B
o~ = N X ! ! = -
g F° PR a g Ty ow e oyoe
N g o F oo ¥ A ® o %R o

st B4, 22HE 79

) E=x] A3

]

o
= "



Aol waEd A

T
otz

X7

X
=y

~N

—
fite)

el

|
—~

sl

o

bl ot

)

o] iz}

ofz

o] el =

AT 74

N

)A

Aw7) Slehe] wal

AA BRI ol 59 gt dAES 4

KeX
=

=
R

et ol

A1 A 20l A

A2 Ao ol &4 i ¢l A

&l ot

Al A

=
=

A 3%

otz
X

o)
0

X
X
NI

o

dlol8 &

tol 2288 A

)

4= 7lesdh

™
NJo

shelet.

A A

T

B

o

O

aF



o. o84 =4

)

B

=y

™
ang
NR
ol

4
cy

)

B
<]
o

=y

.
fite)
HK

el

alg
e

X
=y

el

il

2;

™
& 4L

ofe] A}

-

S 4, EE

IHgE, A9

SRS
Al

-

1

BIEELCESSSE F E Y

SRS EEEE
o oloprl 3t &

3
=

CHwww. wikipedia.org).

Fod 120-30

)

Ed= vk
e

3

%

!
p
fite)
Mo
=
il
nE

Aol o
gl ato} glowA 79

=5,

SR

]

7

.0
I A

alg

]

)

—

=
=

]

gl—o

A

719 &
SICER

gl

H

}

0]
vl

T
]
=
T

=

4El

4El

3} grob Bol WA

KN
T

-
1

| A 2uje] o)
CEENUE

ERRERY

=1 ¥)
= —

20

3
Far A

A

A

°

. =
_ =

A H

.

o
CEEREE

s}

]

T, AE=(2002), FH&Hf-0]F E(2009)

R4

o}
 ~E 7o

E

4El

-
1

5t

°

L
ar

=le}
T+=
Xﬂo

Rko] ofuet Aol A o 7HA 7HA

sk ek, 2010),
7}
e

o



Apdsk A

shA T wd

}

0]
pul

o

=

=
T

g 9

=

%

o]r)r

=

waty] oy g AA Am A

s}
ol

Ad o] HFs=z AH| R

o M T OB R
mooR il PRAE R B ™ -
ol [=t ] —_ —_ 1 ) —~ ~n Py
S O o L O Y o= Doy 9 R
my _17ru T o= GO ® \H/ wOB oﬂ S W g X o
5 = hauméigg‘mlamﬂ@ﬂ.,ﬁ,%%
ai [ i X ) :Ioﬂ v OT R
WA o ™ = X° - NJo X =
P ov%%ﬂﬂ%@ﬂﬂﬂl%%%%@@
w T % e Tl R T BT F g P8

) = — * ~
) = A H T = @ A S ) =
Bow L N v T ol X B odo = OB Y
T = 5o om o w & o 7 B T o
oy n ) P ) R i (SRR~ o }/l o N I °
R =T L S el NI R S I 7
~ ® 3 X0 H T B O M,M o % _ ®OEF S =
g O N L h P T oAy SR
o — ~| W o a o | = = X
‘Xlo W_T o o X = <] il it | = TN - ota ~
T o T TR B N o T PP ST
vl ~ ET Xo — 1:./| Ot ‘m QE UT _.;l j Ot % R S
X T % oy | < i =1 K° o H 5 o >
ot <Pl 5 X o N & © - 8
N ~AE ) o W o S
) Eu = ~o KH ) ﬂ_n ) X S e Jﬂ N
oo T R\Eew ) SRS TIER BT SE O
m R K\ N T M) X w S v v
T E S g mE N Eak SN o T
- T et e ol M L S o oo B
_f‘47MﬂnﬂaaEW1H7ﬂwﬁ%@u
N 3o Mo e S o R T W

ey > %
tx e 2 \Fooumels Tz 2y g
% H o e S VL, é — o 28 N N
70 s T o Nl LA 5 X ¥ s 9" o
SRRy et DA S
0 —_— —_ —_ — —_— N . o )
W n P o ™% U v_ﬂ m m NN HM B e S Mm %
- Yo oo T SR mr LM EEE g T

S ~ = W o xR D ol - 9
S w ™~ 0 o N N ‘Nl R 4= 5 X uow
R W R~ L ¥ oS B WOw %o

) ~ o S T

N -

, 2008; o]

A



HF-AAA, 20125 TEF ATEel YN UHHEE- AL,
2013). vk AN ATA S AEsA, nAwnS 4= W

Mol vk REsoin AAET e Be A7Se Ae-Fr] A9

rlr
N
12
[
=
5
ully
-3
X,
inj
i
rlo
>,
=
[
=2
=
rEI
;IPN
ofj
oX,
k1
0%k
ox
ftlo
N
2
to
rlr

HAL fery’ & wAA ZAH Y (roastery)7F HAohE Adol fEEtta 3

o AAS-AHMERDS ZaHe AYALH S T2 A4HE, T, ¥

)
M
2
|o
fru
fr
[
o,
e
o
rlr
>
o
s
12
o
-3
=)
i)



}3 gl 1 of

°

1

I

b, o =3z

Fol =7 obdl el AbgIAbE 2H Ak 4

bol vl

°©

HE 7

)
=

=

=13
w44 HolA

el A

=

=

=
T
=
-

T ERER ﬂ” Mo o X T ﬂ IR
= — — — — e~
wﬂ = oy MO T & 7 w5 % T
2 o MM T - O T = il o
tor o W R A SO S
o 4 ™ T T o2 o &
_MT“ ﬂAIL ~ # o] AT ﬂmo ™ \WO ™
) —_ ‘._L -
I L APl T dF o
B o= K N X N S~ WO o
v = R AN o 3 SAS B
S N o N @ o\ oy 9 5, )
= AN — O_E OL — ~ ﬂ
"o 0 =L si jo o O* 1NN 1:./' CWO
7 a3 Mo 2 o H]
R — N\ T M
° T W o W TF T N sl P =~ ol
~ #: ,UF = J._u —, s g = 1H =
ou W MRS 4 < o ) T8 = =
w5 o v AR o L, o W
)| ~ ;O I~ ﬂ | —_
VG I S T
%%%%ﬂo ,mya%_zf%ﬂo
0 T ol = T xS T e o W =@ o
o =3 oru 7 X R i =~
,Ul —_ _— »AE AT 5 _— ;01_
X om \EAM 5 o g nllg//x o ®m &
o g B g™ I I G
g a9 _% PN W ow WO mgum 8 R
o LR ; A T AR
T @ e N ¢ I < T
oF ﬂq J —n ¥ o B s =® — =n m 0 o}
5 Xow o mn ORI T o
Wom Bow W g P g N ks
Tk "R ER g TRE S IT N T
Aﬁﬂﬂmﬂﬂ,ﬂ%ﬂ@m%%mﬁw
- — T e — ——
= B N D E e T o W8T g
pp ™ W BRI SO N TR o Xommoo
bl T % T 2 T E OB B R P O™

’

Ea

A
T

2R

0]
pul

w79 AHE

EIEEDEN

s

Ea
=]

=

oI}
T7HE

=

d

=
%

LIS

ofu] AT EE 44
1o] 7317

ol o},

J

S
]

A9 AA S &



2013).

olxd M mFAH YA =

=
=

of 73] wjLje}

W7
= 22 g3 slekel 71, 2012).

Hg oz ZAEZ AN

g)l_

EERE

=:]
=

Fol wiguil A

o HEEI FobAuA AEE

| =

2|

E

z o
=2 =

R

Gl

A7

=

1,

S

wakel A A4 Bobd o

el

oF

m
)

1] =
V| ==
=

K
)

—~
fite)

=
%

il

5 o

=94, =4

e

71, 7<), #A,

HA o7 54

)

o) 3 QoA 5

7} 7FA a1

W=

o
il

70
4
o

2}

ol
ol

<0

—
fite)

HK

il

Abs=

2 2 3oh(Kotler, Bowen, & Makens, 1996). AFd A ojn|+=

S 0
o

Rl

o] 7]F, 2012).

17] ol maH v}

1o w A, 2012).

)

)

el



ST
™

Al

[e)

L

b

A (attribute)

E

LA A7

Al

A |k o 7ol A

A 1]

°

)
=

o]

H 2L 7E Al

=4, o

oy T T W Oa g MW o R e S N
) = ~ s —_— frozal 0 T —
cTEizE TIELErz EsMiEoC
W o e ol o 5 wow of B o om o
T g o M X N N o o' g g R o T
I S R 5 o~ T oo W H W IZ e W OW o A
N o " T
oy Cw® X ® P s ooy T T AW E
o oy o T b e I
S il T N 5 S N oo
o — L 00" X & o~ g — o
G T - - SO B SRR = L I
oy o XFF s WT FORE S VAR o o W R
ol = ~ mg 0y = e o S\ o S al
o N o L G N W™
RN EY SR AL
v | R mooE CU RGOS . ny W = M = N T
7 o o 4 e T T M I\ F
o) o W " ) B = 3 fil T
o o | =t X ol . o o 20 mp
He N mﬁ s Mo A o " amaniil oA R =
T A g w0 WA E g e el I SO R S R
- T = ) I I
A LI S AN T "N oa T
x X g & N ol R AIELT 2 oo . ° T
s F T o= W M tpit ok i o o ST R B -
L. W om T mw < S m Ao B ok 1
—~ A o A o 2 LB ol SE o e = o
o oy B lﬂo N oo A mo BT RT g o mﬁ S
‘umo .._m—u‘_ % X o V ﬂU Erl \I_ﬁl ﬂﬁ QE ﬂl ND ‘WO x ﬂﬁ = ,Ul
e -owm R B el 7 o R s
o 4w T ) QM 5 %R
o) X mo P~ < X Mo RGOS = S RGeS
T RN PN o F T F s xS FH mr o0
R G B i OB AT o <L W R
+ = F ;o ° S 4T o, oD X
m)  or ou v - o S AR = o T I
CICRC R B NS TH T B ERC N

o



ol

] .

alg

-

=y

—_
fite)

el

™
fite)
:AE

!

j
a-

3

Pz
=

&l

R

2

-

Aol 2 7ol 7}

S gz o

=
=

pal
2 87FA
Fope A

hEk

k)

d

%
o

o]
=

7

]

Q

st 9l AAMg] AEEA S 7]
Azk Aol vkt 742, o

HF g (2008) F-AFA <
[}

M ol g

el

=

ol

Tor

bl o,

°

Ao & YEPGThaL

T

0]
T

, A Aol Al = A T2

i1 %1(2010)

£

AT A A H|

KR
-

x

Gl

3t

o

LN

2 g8

[©)

S

3} A7} 79 A

3]

A

1

T o,

°

™

\g
el
;OO

Jmu-o

B
o]
Nfo

o}

b
‘umo
Ao

~

!

o] ulAEH = A 4P9]

shel o,

el

A

A}

717}

}

0]
pul

_10_



[e]

2}

o}
L dAgy s, g s 5 57 A B A= o

-
1

Z1(2010)¢] A+

]

hyA

7] =
&FEl 7

]

H

p—

o

ﬁo
B

= A3

1] (2010)

il

il

I

alg

i)
ol

A

alg

AHPE ©]

RO
T

o] =& o] (2011)

el

o

5)

719]

‘umo
4r
&
=
ﬁo
;OO
ol

)A
4

A (2012)

]

-71:}6

A1
o

7N

=
L]

AlAd 89l 6

-

HAl vEb o

°

. ZAZFE(2012)
ol wet Aol

A|

3k ARl Az

ST
™

2 A

J

d

Bl &
-1

A
p 84

‘]

e, g A4z e

I
=)
0

)A
4

‘umo
4
o
)A

o

i
fite)

_11_

A7 o] gom ole] met 34



(H g5, 2003; A3, 2006; 712

3
=

il

—

oj.

%0

A

B
N~
N
~n

O

]

.

jgasel

O

2008; ©]

, 2009; aLAfE-A &R, 2009; A, 20105

7]

2010;

’

m]

il

il

I

2010;

—_—

gd-oly

o
—_

)

24

&l

2011; A -1

, 2012; Awlgk-ubxgd) 2012)

oA ZqtE A
=, AAH] A

4

B

A7

Sokst

il

ol
Lo
KH
o
o3
2}

—

oy
_12_.0

bl et

°

S|
=

o = 49

7

vpelo 2 2 xEe 79 dE

=e]
==

A AT

-

1

A

=

olJ
A

el

o]

=

=

CEE R LR

0

p—

0
X
v

—

NI

M

=1
~

™
™

ﬁo
B

Mo

il

~

™
ol
T
o
&
oy
ol

=
&

=L

EolAl 1 Fael ed WFEAY, 2y
ot B 9tk wEkA] oY A%

}<ltH(Baker & Parasuraman, 1994).

S

)

o] Bitner & Hubbert(1996)+= aZ4wtZolet Au|zbe] 7| thx|o] U
- 12 -

bl

H
R



=
=

39t Fournier & Mick(1998)-& 174 ¢}

oA

o]g}
<

¥

@M%_ﬂ,&ﬂ iﬂ%mﬂwfz&ﬁﬂm%%ﬁm
[nil -~ o 0 _ Aqroar — Ly N
TEk P dd wT My T ERM T
_zT frare) 1_._A.o o =] %o ﬁo 7 o o g B ‘_l ‘m_ﬂ O_E O_E
BT oo N o 7 o B B o o = = ) NowoM o B
N " B RS} o 0 0
G TR M R O O T - M v
M2 = e oo M TN B o T TN b
~ T B A i R I R == R N T RO
& o o —~ op-
T F Bk W oghy, W9 W oo W
- Ay Ty | 3 M@ T %rﬁ o .W_ ! JU:M 7N o=
o R o X — T\ 5 o XM T oz U
= == = T o ! R 0
g = L[NE 3 ™ P @}__ﬁ_ﬂ@wﬁ%
KO & o M- =0 o = o W i ol o N = )1 el N
U Zme o v e B <5 0 W o
L T uéwﬂﬂ@mlﬁwﬂ%%
Womr 3| T oo o O Bl T OE N o owm BT
N = ° § - — S in —_ G K]
CaCIRE A - R - D g [ o WK T oo
= J | g 1B = M, = s T = W B 3
R AR ANy R e X N3
1 o m ,Q HAIL 7E ﬂor \.m/ Iﬂ_wﬂ H%v H.__v 4_Ol ﬂ_Tﬂ Erv N ,Q T .
o 0 ) — ) _ ~ N
I N AN M%Mmhﬂmowoﬁ_m_%éﬂw
T = D oge L REAS TN o B ow T
T = A H g . B ST ® SO oom ' X
O o N L =18\ A » @ - R
I B NE NS VT T N & ™ - % o M
T BB T o e g W T T N = - AN 2
T L T % T T = ' = - o
o ZoH o B o -~ S T - o
3 - o Ry oo N S o 2 0 X
= oo B g o = | oo x° = T o|/ an % mooNr N
E T ® o= X T 2o i S -
S o L 4 T o4 N T S~ Ny wo X
m W %o ol . = olo — =t m o B
N F T O R = 7T 8 T T oa M oo T

_13_



F3h4 o] 3L

%o 7

Ey_]__

LA o 2

et

H| &9 wpAY =32 A3 9 th(Dubroski, 2001).

o] TH(A1 A

s =

@G frET-oldst-ud, 2005). HHET(2002), 78 X1-9-(2002),

(2007) ¢ Aol A

L
[}

= BAA Al

BA- 284

]

K

)

—
fite)

el

2010).

7474 21(2004), 7kt A 217H(2007) 2] <A ol 4]

%

il
)

—_
0
HH

5

Fel A=

)

sjo] Au o)

EEERCL

[e)
T

W 7]E9] Au|A AlEALeE

& Beatty, 2000).

=
=

MEl 2 AlSA7E #A

1o)eh(Jones, Mothersbaugh

Hl A 7Fm) glo] = AlFE A

o 47 2 8

9] %= (behavioral intentions)

ol

)

@917

-
1

7b AEoz &AA

j
a-

59 A}

ZoltH(Banwet & Datta, 2002).

sk
=

}of of

)

_.ﬁo

-

Bl

v

LRel o i

S

_14_



G

Z o)

Ey_]__

7

al

Z1 A
S|

Q2 2ot (Engel &

a9

e Sl

st e (201D = 7

S

y

71

ki3

ol

-

1

St

°

Blackwel, 1982).

2011)

=
X
%

o

ﬂ
KR
ol
X
=y

o
M-
ol

=~

B
el
al7)

</

o] 4 5(2012)= 719

&t At

Q

)

—
fite)

o)

il
)
I
te)
Nr
Ao

o

SFHA o

o

Aoz A9

al?

%

fite)

olo
el
frod)
B
<

%

4El

-

1

(2012)

<

)

Rk #2174 (2012)2 79

shelo.

o
4

)
o
HK
el
Nr

=l
%

_15_



ols

)
—

N WA Mu) s 7o) =7

chops

Z] A

n

R S

kA E <]

ki3

)

W
Ko

KR
il
&
=)

<A
)
o
Pl

Tor
5
o
o

—r

+

,ﬂl

pjE
5y
70
No
~

™

)

O

AdezA 1Eet B2 @77 vHAR ZokllA A AT. a2y AT

HEgt 54 AFold Bys, A 2ol 1

=
3

= A AY

= el o

tH(Oliver, 1999).

?;51_

o]

~

™
)

—
fite)

4

§8t 7

:1,1:]_

A

A AT ATl

kv
™

5

A&How AAe A3

j
a-

o} A

kv
™

A| 2

-
1

o elwz gelsn U

} 3 22 (Oliver, 1999), o] &4

)

_16_



3|

g0l A<
gl B -§-o]

-
1

St

o

L EE b

-

1

St

R e

i

<
T
=

—

5 A
-7}

&

-

1

A

=

o) 7
o] A4 2ol AletA|

of ek Ao

T

™
T

a

3

A

2] 2 A
M

al

I

o A H| IS Wrolgit)(Jacoby & Chestnut,

3
=

2]

)
X

R
R ESC R

o de] BAHUY. A WY

-

Dick & Basu(1994)<]

b4

°©

T

0]
pul

1

<

=4

-
X

Jones & Sassers(1995)+= FAE

ol

)

—
fite)

=
T

ol A

2;

A

=

R

F 9 oH(Reichheld, 1996).

o Ausg o

°

T
™

_17_

o] 7

Lovelock & Wirtz(2004)



5y

%0

Ao

A

(2009) 2] Aol A

B
N~
!
~n

O

]

.

jgase)

O

FlaL, ol

gA 2 G5

s

A 3} 314

Z

Hog MHME

3 A%

ok
=S

taah aeER A

gy gdeta 5

s 7]

w2 A 3}

yeta 743 tH(Garbarino &

=z
Il

|2t 7]

TF, 1999). wheba A 2= LA Fx

upg

Johnson, 1999; %343}

ol
e

o
B

ol
M

F 3ot (Berry, 1985).

S

c}

e
o
HH
il

=
e

)

ol

~

™

%0

Ao

 (Bowen & Chen, 2001), %3k 7174

[©)

ot e o

=
=

s} A

p—

0
X

vzl

Mo

N
No
o)
0
o

(-

<

A
el

olo

A

o] {-7to] o] & 7FA-2Tth(Reichheld & Schefter, 2000).

=
i)
N

jzel
No

;OL

o A H] 2o

=

)

I

—
fite)

1A a7 gl &

9]

T

-
)
B

AN
iy

%0

Ao

o Holx A ®oh

[e]
e

=
[€)

7}

oJu} Ay xE Fuld

kv
™

Bl AlS

NE
—_=

2 A

kv
™

A| 2

S8k

X

d

ojr wl el =

AY

)

SEEEER PR

)

ol

A7 AR oA}, AR, AT el

[e3]
i=

_18_



1- =84, 2007).

[e)
32
R

al

8

=y

)

I

i
fite)
0

0

il
M

%0

Ao

el

A<
T =

ol

&

ANl 2g A&Hoz 4

)
=

T
™

Atk Aolvh(Htd s, 2010).

A(2011) SHAEE A

g}
=

ol

°]/d 5(2012)

sttt

S

}& 0 2011) 0] 2k ar

Tl ekl

=
— =

2]

o
ﬁo
o)

X

S

i

e
il

=

= 4

oL, u-8-3(2012) = A A

ojut AMnH] 2o

il

Al

A}

ol A = & )

WFE L) 2 oF Bl A A F 2} A 9

jroant
ol

S

2

ol A

<)

ajefe] 7ol &7

?151_

o

ol Il d o=z Zu A7t A

ko3
R

T Fu

A

3

o

7} A] a1

o 7

Sol AET oAb

%

olo
el

otz
il

X
=y

F oo A

0]
pul

bl ot
o o3

°

A71AES o 7HA] wiHA

o=z 4

=
T

]

o
il

, ThAEE, B

&

]

(e}

&

S
&

I

T
otz

o

ol
=y

il

il

)

_19_



ol AAT 71z Borel mol FHA BlEs) o] wE WMEH )
BES el el eta 4 osh.

_20_



A7 2y} 7Hd 43

2]

_ZTI

—
fite)

el <2Em-1>3

ol
i

alg

e
=y

or

b—

e}
o
o
T
I
X

el
;OO

‘._mu-o

101
Nr
=

o}
=

™
B
el
a

el
ol
alg

X7

X
=y

—

el

At

_21_



~~
= o
=T o T =
jan T
Moo By B ook N -
—_— AT T \_._xw ﬂl S — m_M i_- < ﬁo o
o o o o= B é S ° T Kode TR o
T R e S - FEERA doe - oF
- _z_ﬁ?%aﬁzwﬁﬁﬂé,%oﬂ
A - — — lax —_ —_—
5 5 @g]%ﬁ%mgmﬂﬂp%@w@ &
£ oF of o X XH M-, e e < A x° Nfo -
,Ur =K . (3 vﬁﬂ X0 O_E o KA XE = =L
- No o R o 0 o, = g B R = .
° gﬂ@é.;@u;ﬁg%%u@ < 2
o A C s S D B oy © oy MBS
X oo N R = I T W Dy 232 = ®
"o TN L Mm Y Wae B w7y X o X
™ mru HL ~ ,ﬂl X &ﬁ —_ 4 —~ -~ _-— X
o O_E I_WI Ee o N X0 o m Eo % Lf ™ T i_-
™o W e [ge IF Ly M dET: SR z
T o ﬂéxﬂ%(lﬂ N2 S 4 R T W
4o o | 7 S5 8 % Plw 8 o T =
W "l e LR A@%1%_ ﬂ.ﬁ_/
i <%= B § il ol oo (=) —
) ﬂ%d@udg@é@,w@47ﬁumw
i L o - % T 0 I — _~
T 2 g T TG ol Bogr =T K = N M W %W
Oﬁ Iﬂ.ﬂl X ~ ‘_Ir.va_ o ﬂﬁ 0 ﬂAlx_ )A‘._ i X m™ . \n;.\w iz} ‘Nv_ﬂ
AL g o_e (@) A ~ o —_ o
M 00 — ) r S = N X = < B © N Y —_
o Zﬁ! AO L= i il Oru () NS o 70 X —~ ~ — E 0
E#E 0 \InWL X 7A_.r 0 ]M N ‘ﬂl _,AU i ‘ﬂl o Onﬂ UIAMUH .Z._ 0 #
4ﬂmmﬂﬁoh% oy %ﬂLz
M %o - AP N Ko o K o/ o Ao SR
X w3 D N D TN B e e B X o E A
= & ) e T 4 oom R O
T T o~ o A8 T Go o Mooop o 00 U
M N S ST e N T il
) = o W dr B omrem O o YoL~10 NS o ol
- T og i & o B X 2T o w T
g Mo &N o2 ow e B R S X & % Ty "
X = 7 ~N = B
ﬂmmmxﬂgxﬂ%eq%uﬁz,mﬁmﬂ@%
o a A i~ oy © O o M iy " T~ o ™ o
Mo £ =) I Ay o = g
o oE = 1] o 2 Wo Mﬁ = M 3 _o A N5 TE o
= 9 AF Ne W .o = F = %o B Bo
‘Ur o N ‘umoa _ iy _ﬁo i~
0 ate} .HL H_.f o
o

- 22 -



W

el
fro

Jmu-o

o

N

741, EAHY

(2) 7H4d 29 HA
).

TR
™
XA
el
;OO
jgase]

o

SEATE A8 B(2012)2 A3 M &

S

A5 ATt aL

o
=

Ast, As9 Aol 7}

o o=

o] 3(2010)= 73

11(2013)= A

9]

AE5248

5.

<
™

N

el
;OO
jgige]
T
o)
oF

&
il
il

5y

Uz

)A
A4r
o
)A
T
al7

X7

X
=y

vieto 2 2 ~E g AT

" &

°©

= 2

—

BT

A

2 UEhsta

A

-

1

40
=R
T

€

bl ot

Xg 3

S|
=

S|
=1

el
700

‘._mu.o

o

742, 22~E e A )
7}, ZAF L

2. A A A

7

Nr

=1
~

™
%0

i

e

X
gl

of
TH
otz

, TRE L BA

—_
1o

o
el

il

o

)

ato,

S

A A]

=
=

2013 99 264 %E 10¥€ 2U7A ov) A}
- 23 -

-

1

B2A}

S|
=



btk AEzAlel AX ) 4

°

Ag AN

ol 7] flal mzEel 7

AL
;OO

alg

o] & A E

$stel

4 % 5-(2006),

bl o,

°

5o 234 A9
71 4 -(2003);

Eas:
.

[©)

vzl

g

Al ©

3

e

-0l 1121 (2010), ¥+ %1(2010),-014 5.(2012), 75

o] AdayAdoleA

o

A=

11(2013)

(2008), #

2

)

<

st et

AT A Z2EHE A

o

e Al

3
®

AL 9]

o

o

o

i

Ag o] o

il

A%l =

Likert 5%

S
T

_24_



AT

°

thz 1A

N ,m_r1_ z,rn J —_ —
<~ N = ,IT _A/_.A b do T ON X T )
m i = Eo ﬂAlL N ~X 3 = ﬂ_Tﬂ
S ki Mr do o _or ) o )
= w L S e w = o O 7
jof mh %o e X = o T ~ = A
i o S @ L o M x A
A (= R, S S T X ™ m
o W X Yy Jo. & ol : o
5 \H_Tﬂ =0 N o ‘U| ~
o w o oy e 5 O do TR ol g
X = el o o B do
— ‘Mﬂ o = H_v ﬁo o =0 ,UI — ~
(@) E s ,Q .~ X ., 0 + %) =
N O N 71_ oo g Iwmo _ - 1) o Z.*O
o L — El~a I B = KE X X ~ A
Bow ol T m S e T g 2 ™ o
~OIC 4 o Qo XA oy .
L B = o X :i ﬂr _z,rn
T oy N o N[ i . A B E
o X 5o B o ﬂ%mﬂ R
= m R ~ ab " o 2] pRoo™ nE .
T . = =5 w of |
i Wm0y o = g o T 2
.o B o o 1 N Y=o =3 o =)
= o o o TN e . S U< N — mi = O
= do Mo mH o Np | S mo WL =
S o~ o - S M i o] 0| ~
g9 N g ol ~ | (&R 18X o~ © = O I mr 0
Mo S RO T N e HigEe & ' o o T
N wr = o~ ~ ald] aig . o°
T o= o M 2 \gh e = g — Yo
70 o X o T LvP iy = nnw E = o N = N .
©odo RO - N 0y - = < © oo =
< ®O W ny 8 o o Mo = 2]
N GG T v S w Hom £5 ™ = n
s > T N o T s e TS T & T
\r O I 5 I T <
R N 1_,_Al —~ M n -~ Mo /- X 9p) o T o]
s N D ~ R ¥ 4 T o o ~ B do
- BN I QU T ST T
L SawdET g 0w L Er 2 e ¥ x0T
TR S P R o B ¥ M = o X N
N po a B ﬂl o# Il ~ — ﬂ Jl . X D_v_ Jl
~ 0 ‘H_Tﬂ A 4 AO N —_— ‘mq ™ o ‘_Ir,va_
G B g P %SGmmulﬂlﬁaa el %
QN T A B S Ao . om T
Pt b e s BTy

- 25 -



% W% g 78 A o)

314

olm] mpx|Eo R QlFF

bl o,

)

67 Edoz A

S
™ o

A A3

d

]
’

A
A

A

bl o,

<)

) SPSS WIN 1800 % %A

9]

e

—_
fite)

ey

el
<

il

"o

_26_



V. 7Hd 253 239 34

1. B2 A7EA%Y B4

A At Folgh mAe] A FALS <ENV-1>$F o] Eabrh 899

(40.3%), o1#A7F 1329 (59.7%0) 2 UEtst. AddE3d & ol &st= FuA

<EN-1> 44

(e = (. H] & (%)

oA 89 40.3
o] 2F 182 59.7
A 221 100.0

A Aol &7 Ao AR AL <EN-2>3 o] 20th7F 961
(434%)e.2 71 =2 Ex =2 Yetston 30d7F 7194 (32.1%), 4007} 32
H(14.5%), 10tk 504, 60t o] $7F 227 (10.0%)2] o= YERST. A

SARA ol §:AL 20thS 07 Fol§ nAYL & & 9l

_27_



NS M0 2

MM A O o

|| S

—
—
o
Q
N
ol
3

0~ O [— | [ [

Sy DD | [a\]

(&
—
o
-
H
T

joR-

W EIT T T|IBT| T

ﬂ__IOOOOO fosii

N || T O TR

(=]

©

o AJHEH A

V-3>}

<3

kel
T

4

A A]

A7k 14078 (63.3%) = 7t

e
iy

i, 3

L

]

];g—o

2l

]

, 71Eb7) 6078(27.1%) &8 e}

o

bl 71etel] =

1}
AA -

1

al

o

PR
=

V-3> A9

<3

M|~
N =D
e} [a\i ]
—
3
>
ofp
T
O|l— |
< || O |
— [aN]
o
I
=
03
_JX|E
M| BT
=
eipe
%lﬂﬂﬂ
AN
;Oﬁﬂ.o
i
A
cal
<
T

T

T g Hd HENE

3 AYAEH

al7

il

A7) 534 (24.0%) &2 M =&

_28_



¥ uegien, 257 31%9(14.0%), 1037F 28%(12.7%), 33|17} 257
(11.3%)e] oz yehgeh difge] nA45e 9 & it 103 of3

(719.6%) = Ad A AFs Foistar Ak

CEN-4> ANARA & & FF BEUE

T H15=(g) H| & (%)

13] 53 24.0
23] 31 14.0
33| 25 11.3
43] 21 9.5
53] 18 8.1
63| 0 4.1
73] 5 2.3
83 4 1.8
103] 28 12.7
133] 1 )
143] 1 )
153 6 2.7
20%] 13 5.9
253] 4 1.8
303] 2 9
A 221 100.0

o, ATNAEY o] &4

ARl ol aAe] AdHEA oS AL <ENV-5>3 2ol
g ol A 83k A-7F 1169 (52.0%) o2 SHAke] drk o] 4s A

25tgom, HolAolen ulg oA &4 = iyl 739(33.0%), "ol A
ob-%-o] 3379 (14.9%)°] co = e

_29_



V-5> AT AL o] &2
T 1l = () H] & (%)
g Yo A &8 115 52.0
gl o] F 0} 33 14.9
= o 73 33.0
A 221 100.0
v}, ASAE
AEZAbe] &3 A AoAF TS <ENV-6>3 o] oy g7} w=7}
11848 (534%)2 71% 2 BX =2 YEeistow 7l Ryl/ml7)olrt 324
(145%), ZF4 2bul/7ZH -2 =7F 317 (14.0%) 2] o2 YEeEryt. Ay ¢ 7]
B} SE X7} 289 (12.7%) = YEFS AL AT o] 9 wWwo) SHOEE A
gy A~FY So] JAT. ol AT o]Ye thE WywE AEd= 1Y
EE AYAEHS ol L8 & = AER
<EN-6> AZAE
5 Hl = () H] & (%)
ol 2] 7} = 118 53.4
I} 2h | /F}E 2] = 31 14.0
I} =7}/m}7) o} i 32 145
of A~ g & 12 5.4
73] 9 7€}k 28 12.7
st 221 100.0
2. A §IAH AF
H oAM= A+ MES olF1 e ALY AIFHAS A5

_30_



X
!

—
fite)

el

o~ =
T=

&tol a7

‘(H

7L AYAEH A9S4 97 AR 834 4

)

V-7>3 2ok AA LAl ghol 0.805= eSS

-
it

A Are <

<

xr
i)

3

=z AEAol

KMO(Kaiser-Meyer-Olkin) ko]

?;51_

of th

g, 24 A3 KMOZkol 0.749 2 A 3

s

o
="

ToR

&

0
!

o

Bartlette]

1075.784= e 5714 o]

o

o

)

el

e ve

s
571 &.9le] A2 67.868% =

Xg 5

3|
~

Sgkol AA 0510=

=
o

o] @9 A gke] HA 0536014

gk A 0.662=

Mz e B ol A5l

3|
pud

14

[e)
32
1

A}

==
o

=A3, FAC2=

FACI1

1

r

Z

B

—
fite)

%

3102

A4, FAC5=3tv)

Hl 2~ FAC3=2 =, FAC4

_31_



V-7> 22H4d A

<3

n O~ QoD ONN IO 0| O~
I OIN| =R N SN T O D|W0n
o 5NNNWQQ QNN I QWM
Ho
2R 2R T LGS RN
= o2 SR SR EYNX KSR RIS
O IQIeeeeeee | e R x| WY
ﬂ.\ﬂ_&_-, | | = iCs,
- =N T O N[O N| RN~ O RN NN D
O 0O T|IHF| 2O NDTF N =S D| NN
LN NN S| QNXR XS Q MR
1 , [ [ — | 00
gt
— ||~ 0|~ o|lololdl—|lolo| el =aom
P 0N o|lQSFIN| RIS E =S o ey
1%0.1_0.2.0.1_0.1.86.6.1.1.0.2.6.6.8
—
o) =
— 0| 0|0 N[ N[O/ N[O~ N o~ o
T A AR F SN = O|ITF | D |00 F O |
~ — 3R IEINQIH NS H e H R X
<Xz [ — | N
Mo X —
R H OO F DD ||| |—|DH|00|= |00 |
. | O N RS DO N0 — S — ||| O
B | RIR|X Q<N N~ )| QR | ]
_ | | <t | 0
™ N
0
H %o | o | P
DR e R e e ol
PR TP o] o | | — | | n) o | ™ —|7& | B2
70 | X o TR B e oo | B T <A N
e P = R R S
A | —1 | — == B =
R R (E B[R e B 3l e 2T
)
w | ozl wior| 20 %) b
ol 5 |B| o

105, p=.000

749, Bartlett 7% 4=1075.784, df=

KMO

RE AR B AT

=

=3

3 AR

i)

V-8>3 2tk dAl daAs ghol 0.749% yEhse

-
it

Al A= <

N

il

NJo

Bartlett®]

Uehls

_32_



e

o

IV-8>3} 7+o] Lpehuict.

A gkel A 072801 FF ko]l

A3, <

ZE!

=]
R

il

o

el

8

Ar e 58.058% =

o]
WA Bggel 43w

|

Atk 82

7 5t

3|
~

2 053002

A

)

B

ALY
1o

ol

V-8> Z224H 3 AY

<3

7 W &
o) W =
of <
Tl R
ool S
o 5
e
0 d
(]
|
RIR(S| T
Hadb 0188 |
ol
¥ N8R K
o [©|B|| 0>
o
,ﬂm20600
=) |0 F| N
of =I5 |1 P |
of X
. Jwal
I PR
i Hwﬁww
e | 5
Ar Mﬂﬂ.ﬂ
B I\
M
-
o | ¥
Gy s
N
o] a

=6, p=.000

KMO-=.768, Bartlett 7% 43=200911, df

o

)

A LdupAS o]l 07382 YEhyon =

EIV-9>9F 2t

Al A <

N

il

NJo

al7

el
NJo
T
0

7o

Bartlett®]

e

o

_33_



il
B
o

)
o
H

%0

Ao

IV-9>¢} o] 1}E}

o] a9l AAgkel HA 0.66201™ &5 ko]
A2 56.604% =

;\_J:]L:
9

|

¥, <
go

o}
7] $18 memA e el 55 ol

S

[e3]
2R

g

=Z
=

T =
=

A

5
A
=7

g

8|

&
S

3|
=

I
RN

HA 043902

den Av A

NJo

Zl

o)

o

]
Aw'

V-9> Z2H# AdAE

<3

738

56.604

.000

2.264
6, p

622
663
692
130

206.549, df

683
621
522
439

826
188
22
662

KMO-=.707, Bartlett 734

b 7HE 19 AE T AT 84

3. 7 AFI 2349 Y

K

—

.XE

el
fro

‘._muvo

o

X
_ZTI
M-

IV-10>3} o] eyt

-
it

19 A5 A= <

7

ki3

T

1] A

el
;OO

‘._muvo

)
o)
oF

M

=1
~

!

[e)

Il P

-
R

Fzole
H

[}

_34_

A 37] 2907 Lyt

=
=

1

o vz, gl

H T

[}

A, £4



o~
T

3] 717

kel

0.504=
4El

o~
T

A7
0.131%

o~
T

3] 717

Aoz Ueyt tdeo=
3]

JFFE 0.01 WellA
0.218%

0.05 el A

o
o)
oF

&
i)

M

e S IR )

o2 L

AL
;OO

%

20.156, p=.000

R:-.320, =4R*=.304, F

V-10> Z2E4dY AY

-
it

<

Slolo|rs|—
SISV I©|IN
SHSTeellaelke)
o
—ILO | =[O
O IN| O |
QL&Y | 3[M
Mmoo | o
+~
O I D=~
e~ lf=k=11te]ls?
NOTC |
I
(e},
<]
| =
BT (X
el
W)
Mo
-
Ll
i
Mo

#*p<0.05, **p<0.01

9 A

=]
S

= 2~
AT %A

pyl
NJo

19 4

o] 73,

7, 2 e A9

_Z‘.rl

=
el

<]

el

o

ol

=3t s 7tar 37

(e}

|

Ry

upebA H T AV AT

To!
oF
el

_35_



4. 714 28] A2 279 84

)

K

W

el
;OO

‘._muvo

o

—
fite)

=
Rins

71
%/\ 7=

0]
pul

’

)

3

& Ao e

S 94 001 HolA FAAST 0.1562=2

Ao =2 ek ow S

o ¢

J

&
O

22

o] 57 a<9dez yelytth fol4F 0.01
5] A A 0.300=

0311=

AzsaA A B8
%2
-

=
P~

=

1171

V-11>3} 7ro] vhehtey,
Ac vehdr Heen At

xel

-
it

> A= <

.\

zZ

P shetom s1A 2
=

R
29

)

el
;OO

jgase)

] AH) el E 3] Al 0.214 2 0] &

[e)
32
1

A

=
o

o~
T

3] 717

kel

)

01452 J&F& MA= AL=Z YE W metr 22 79

]

o
s

8

-
1

S T P T el

q_mo

‘._muvo

i
o)
o

H

%0

Ao

%0

\A
A4

NJo

)A
i

e

]
.

V-11> 228 A9 45

<3

olololwlm
SIS =
Qe
o)
o
S
S
oo~
0|00 |R|D| o
— QMO0
ol Rar A RTo R RN aNE PSS
To)
+ ~,
o)
N
f
-
©
ol |~ ||| N
QO ||| <
M| = o
~
vze)
X
= 4+
o0
o~
N
Jl
~
<]
= e
B |T X
|| o =
L B
Mo
-
=
dr
Mo

_36_

#p<0.05, **p<0.01



=
el

] X H] A~

[e)
32
1

dFE T A2 vgut A, $A

AL
;OO

o

& FE Aow Y ge

&

ol

03112 w<$ 2

~
;00

bt 5171 919

X

@ o

F Atk zEv 571 89l FA

Rt

9]

At

=,

_37_



V. 2E

SEE-ERRPAPVE:

1.

A7 2

7}

or

o

pyl

,_—ll.
iz HALA

B

(1

Z22Hg AYA

[ez]
S

d

=

Nr

3L O T«
NESE =

<

A

=L

o] -4}

3|
s

bol A3 A5

FPoA 4= A4

i

il

B
wmo
go

)

il

I

R

R

=y

_ZTI

]

I SPSS WIN 18.0°.= =}

9]

o
=

81

4wn) fskel oE

Al

_38_



AR, AE FAAL FA7F 897 (40.3%), oAZ7F 13278 (59.7%) = LFEFR:
F2 o nAEe] AVNALHL gAY AL L 5 9

=4, d=8d A4S 20tH7F 96 (43.4%) 0.2 7 we &

e

2 ey
30th 7} 71%8(32.1%), 40t)7F 3278 (14.5%), 10t} 500, 60t o] &7} 22
(1009%)9] ¢o2 vepge, Av AR 1AL 2009 3007 F

oL R

_'117

o[Nt

A, ANAEHe] Ax FAL HAoly guw, F A 7F 1407 (63.3%)
wom 7lel7 607 (27:1%)9 o= ey E

al
7} 289 (12.7%), 33| 7} 257 (11.3%) 9] £ & YERT g & 245
3 g BE 103 o196z ANARA AFe Tisy A= Aow
Jeret
SR, ATAEY ol A F A L e A S a A7) 1157
(520%) 2% S@Ae] Aw o Fe AAERCm, olLops3 W
28 = T} 73%(33.0%), HlolZobso] 331 (149%)) o= ey

@ A olgal Mg WM AR ATE Fol dF WO A
£ 329t 2ade AYAZAL LASA Tow 4 w1 v 4
A= o] Aol ANTFE FxT F YL Aot

oA, A¥ HAiEH o

ofo
>
2
folr
off
ok
rlr
N
&,
o
ofN

FE ot g 7=7F 118
H(634%)= Ad =A YvEyow tgoz FhEEIb/mbr]olErE 327
(145%), 79 2tWl/ZFFX =7} 319 (14.0%)9] o2 ey =t o= =5

_39_



—

.XE

el
;OO

Jmu-o

%

[©)

dwA, 7Hd 1 A

hSS

)
N
el
;OO

Jmu-o

o

T 0504% 1L

A7

1A= Ao yeyt Ggow A9

FOFEFE 00LHAN AAAF 02182 AT S

1A Bl 2= g9l FolaF 0.01 WollA

I
R

A&

[}

=

Jepst,

ol

|

o

8

iul

el
700

B

)
X

el
;OO

Jmu-o

3%
4

o
=2

o

=9

-
o

0.131=

o~
T

24 7]
oF# A o]

3] 7] A
%_

kel
o
=
k-
=5

=9

4]

T

Bl

R

2

A&

[}

=

-

FoFFE 0.05 WelA

2
ol Aulo| o

=

=

o AN ] A

=

121E Ao 2 YEY T

71l

KR
=
<
tI_T

hSS

.XE

el
700

=} O
T+

3

O

o] 57 2oz e

5| AAT 03112 =45 7}

]

=R
= =

, 2

J

3

)

719 2912 3945 0.300=

&+
S| AAST 02142 &9 3

J

K

, 719,

Ea

1

ALl A )

H94F 001 A BA=gS

=

1

24 1] 22 8.9l &

AHE

= e

[}

=

’

AG A, 7Hd 2 ‘A
=3
1] 4]

1)
s

54 22HE

I

_40_



BRPARE

alg

2]

el
Hlo

1o el gl

el

i)

ol

‘umo
o
N
alg

X
=y

B

o

B

)4

?;51_

A2 $ A o

5

—
fite)

oy
ol
!

"o

o

=

)

o

=y

a4

WA GA ] ]

aF

};%
1o

3

g3 WSk

A

3 1 A o] Aujzsd

a3

o] Hujetol & H ol

il

=y

Bop 5 g AlEQ Al o

A

il

G
+

o
~

ol

E

o] 714 A
o 4 otk A3t ® Aot A Aol

w

)

R

+

wK

of
E

T
—_

o

]

AEA S

d

O
HH

- 41 -



= = T X
T 0 —_—
— = N o e MM o; s = o
vl ﬂAlL ok o - W T - X — = Jl
X S X oph %, b
W e = £} B ol H B
i T A ) T o
o ) w L ey o X o] =
- £ * X g o T = B T — _mu
i : e TN o "R o . 2 W
oo W e iy B S — | N X .
— il g o T T
do U B = - o o iy )
N B- C§ S - =
T O M L o wp W G o
o} 1 o H.t o 0 Jl o) ~o 1 . % o K
o w T T BN g T T o = W
o Ly o X £ = M o B o ® )
= oy e AN of
= oy = o} 7l 4] o =y - —
1:” ;IV‘VI ‘“_JMU \ml ‘q o ‘uﬂ_ ‘Dl X ‘Ul — ) D+A 2 ~ Q.M
E oo . oMo i) o ) ! wE Vo ap
e i -’ Y e NG Ty TXOW o W T
nE ° i iy T T o= ol T "R 5o "R
o N o T oo ~
s i Heon = M BT me g ~ ~ wu K X
A T e g S 4 & me P o <5
n_AIL L.x 1__/| ;o,._ ﬂ = 3 e o - _E S o ﬂnﬁ
- s il xa I im/zeET T
s T e = McAPEN. B R g ®
= L ) S o A T = E.._ il oy
y = i) i\ o b N i o T T ¥
= KR B- ! 7 T
TR = B! W o T g % T m
T o= o~ -\ o’ do X i B In = B
L E® CREANE P I T Bel 2 DG TR
ARG op- = IF el 4 ' P — o 4 & - 0 %o "
Toopm g 5 T REIIANNS = I 5 0
2o P e S ¢ E W =
Tz ™ A T Ao T wom W B MoX
! X <= oy X -
N oo A T I w5 o T T A
Tew o= ?ﬂo,zaoﬂLWmZTﬂAWmﬂi_%.wAao
e R AT T N S I
o -
oy m h q o) o e o
o o T 2

- 42 -



MEE Exehel nAM FALY QoA wa BAE A AR v}
A B Auls gEe Ader] 9% A7k Aod o o g dns
e 5 Qe Aely

w A7 dore] Aol HElo] IS migth

_43_



Y
otz

g

141, 1(1), 47-55.

al7

o

=y

A 1]

F5.(2012).

}x

o

A& Ao 2. Tourism Research, 34, 83-97.

4= A

39

&-5-(2002). 2002

al

Tor

Tor

)

o 4 Ayshepol

7

°]-&

3
=

)

d(2012). A AT

1 FF,_45; 84-99.

o
o -

=
=

o

)

AL
;OO

Jmu-o

IS, 20 (RO,

1
A £ 8 7(2000). A¥] o] g 9]

kol
of

3

=

1)

i}

T, 8(2), 23=41.

of

184-192.

) 7] =

=0o
= =

Ey_]__

7

] 1

o

Jae g AE MUl 2~EAe 7} 2}

2 #41(2010).

N
5

)

N

N
e
=

™
™

el
ol
=T
ojn

1
;OO

19 13(3), 103-121.

-

47392

2]

=y

X

(2010).

2}

141, 16(3), 66-75.

)

A717- 23 Bl F(2011). 7 9] 4

- 44 -



™
0

Codl

)

—_—

o

12], 17(1), 12-25.
| 738k A 22(1), 131-149.

=]
=

1(2013). 79

I

SERVQUAL
7127 (2012). a7 9]

AEEAE

2]

Al
=

=2 ==
=

sHotugA T, 8(18),

i 7} & 2}

Al 9]
s g g~

= %o]
L9

]

=

TR TP 034T17.

Gl
R

<
==

=)

AR kw2 7 (2011).

191-214.
35(3), 57-83.

1/61—§]
A<= A e (2010). 208 H]

4

3
o

)

Nr

1 2(2003). Hleo] =}

lo
[e}

4

&}
<1

@z2)

o

] A1-9(3)5141-154.

(2011). A A+

)
70
Mo
A
el
o
i
ey

p—

<

—_—

0

o

%0

-

=
)

A9

5
R

AR A

141, 26(2), 159-169.

X
5o

Jmu-o

)

Nr

(2011). M| =3E 2 o]

44

ki3

D
A

1

o
33

%

o

€.

NI
X

N

o)
ar

vAO
ay

12, 24(5), 2499-2518.

B

=K

il

719 Bl

i

<

= (2002).

B
!

]

g
HJ
oF
_foﬁl

<

o
Tor

otz
X

Jmu-o

ﬁo

FAIH1(2013). = ~E e 719
_45_

R

A&y



211-230.

il

=
oy

~

!

;OL

o

A, 27(2), 145-156.

—7- v & &l

(2009).

1
A9 AT, 10(4), 237-252.

aF

3

LH-8-3](2013).

e
;OO

A3 A

ok

U
14, 21(3), 241-255.

-

A

’

Z
]’tﬂ“

o
RS

7

2. 2011 749 1897t
O

g3

=
a1 1

601:

= oJ&Febs] | 23(1), 52-62.

sulAe] AmAEA ol gaEsl AvA

A dygaEde) | AEHo] 1
r] A 6

173(2007).

S
L

Y o] (2011). #A¥jstH e 2= the
7h- A

T

u
2}
T

N
=

=K

&

Hhat < (2011).

ok

o
o

=

Tor

H
i

2]

B

)

(2010). 719
Z1(2010). Kano

3

Z=

2193
273

4El

gk A+t 20-30tH o443

7, 25(2), 137-155.

)

a

O
RS

—
o

o

)

=K

3

_46_

(2005). =W <}l an]2Fe] &<

381-398.
AT, 1(1), 7-24.

14

Al



A+, 13(3), 151-172.

)

A3 A
3(2011). Hl o] =Lo}

O
[¢]

g-ukd

A A A 0] 3 F2(2011).
u

J

A
~

S B A9 4

7, 26(6), 175-189.

g 2

&

)

A A e g

1l

\=]

8ok Al

1], 16(4), 76-93.

o g

=]
g

3}
s}

227
200 i IR
AogdZ #HFATFAYE, 26(1), 403-419.

=
+**

)

i
+9%1(2010). AHA

o] I F(2009). A &

SR (2012). JRI7FA] 9 W

—
o

Bl
ol 7 5 7

ol

ololu]g}el(2011). €37,

iz

oy
B

~

™

MIE
1]

225-239.
o] 7] €1 (2012). 4xH] 7}A] el u}

=y

)

)

B

o

o
Tor

o
)

=

o] A 5.(2012).

B

;OL

)

A o] £-9] o]

121!
2}

A
p 84

‘]

J e S

o

°ol-&

=

R

el
141, 19(2), 265-277.

=
=7

[oi3
s}

3}
=

QA A G A, 13(2), 7-13.

T B YA AT, 24(7), 219-236.
AFA(2009). AFHAEH v A}

(2010). A&
Fol Aok 4

o

OQJ,-EZH—E
&2d 9] Aol
o] &0l (2011).

Z=

]

(e}

i

al?

AHP=

_47_



19+, 20(4), 183-200.

Slo
B I

il

\A
A4

i)

_]
=

o] A A (2006). AHPE ©] &3 &

1+, 21(3), 81-96.

-

(2005). 719

—
o

R

2

o] B £

™

A8 (2011).

TE7|de] Mula B A7)

109-127.

A 74 3] (2004).

g

dEE D Aules Edol
2%2)

o ]

s}
<1

o

1%], 10(4), 84-95.

Tor

;!

)

757 25 ]

] 94 $-(2006).

2F. 2013 84 18 Ak

15(1); 269-289.
-4 51 F(2006).

H] 2(2013). ‘Y

X

B

J

J

A

)

2 AV E

o

)

M
il
B

™

puze)

)A
A

F2d] 3] Proceeding, 20-35.

k1
of

|

Fol=d A AR = AFLEF. 20123 11€ 23Y A},

M xfo] =

2

i

oy
o

Jm.o

ﬁo

<

=

o

| =E AT, 9(1), 101-114.

=

)

R b
=]
HB-f-0] ¥ F(2009). A A

pYA

= (2013).

}
il 71 %1(2010).

Eds

A

B

_48_

1, 37, 150-161.

O
RS

—
o



(2011) A

ZF

3k

(2009). 7 ¥

A4

AY A 39 EAEoR. 201343 9

2~(2013). ¢

T
T

3 A &

264 A},

G A AT, 24(4),

B

SR

o3 5

o—22.

‘AT dgda4a (201D, A

L
A

KB

http://www.kbfng.com

_49_



<= el 23>

Berry, L. L.(1995). Relationship marketing of services - Growing
interest emerging perspectives. Journal of the Academy of

Marketing Sciences, 23(4), 236-245.

Baker, J., Grewal, D., & Parasuraman, A.(1994). The influence of store
environment on quality inferences and store image. Journal of the
Academy of Marketing Science, 22(4), 328-339.

Banwet, D. K., & Datta, B.(2002). Effect of service quality on post-visit
intentions over—~time: The case of a-library. Total Quality
Management, 13(4), 537-546.

Bitner, M. J., Faranda W._ 7. Hubbert, A. R. Zeithaml, V. A.(1996).
Quality and productivity 1in 'service experiences: ' customer’s

roles. QUIS - PROCEEDINGS-, 1(5), 289-298.

Bolton, R. N.(1988). A dynamic model of the duration of the customer’s
relationship with a eontinuous service provider: /The role of
satisfaction. Quality control and applied statistics, 43(6), 643-646.

Bowen, J., & Chen, S:(2001)--The relationship between customer loyalty
and customer satisfaction. International Journal of Contemporary
Hospitality Management, 13(5), 213-217.

Day, R. L.(1984). Modeling choice among alternative reponses to
dissatisfaction. Advance in Consumer Research, 11, 496-499.

Dick, A. S., & Basu, K.(1994). Customer loyalty: Toward an integrated
conceptual framework. Journal of Academy of Marketing Science,
22(Spring), 99-113.

Dubrosky, D.(2001). The role of customer satisfaction in achieving

_50_



business excellence. Total Quality Management, 12(7), 920-925.

Engel, J. F. & Blackwell, R. D.(1982). Consumer behavior. New York:
The Dryden Press.

Fournier, S. M., Dobscha, S., Mick, D. G.(1998). Preventing the
premature death of relationship marketing. Harvard Business
Review, 76(January/February), 42-51.

Garbarino, E. & Johnson, M. S.(1999). The different roles of
satisfaction, trust and commitment in customer relationships.
Journal Marketing, 63(2), 0-87.

Hunt, H. K.(1977). CS/D-Overview and future research-direction, in
conceptualization, measurement ‘of consumer satisfaction.
Cambridge MA: Marketing Science Institute, 455-488.

Jacoby, H.| & R. W. Chestnut(1978). Brand loyalty: measurement and
management. New York: John Wiley and Sons Inc.

Jones, M. A.;. Mothersbaugh, D. L. & Bwatty, S. E.(2000). Swithching
barriers and repurchase intention in serviees.. Journal of Retailing,
76(2), 259-272.

Johns, T. O., & Sasser, W. E.(1995). Why satisfied customers defect.

Harvard Business Review, 73(6), 89-99.

Kotler, P., Bowen, J. & Makens, J.(1996). Marketing for hospitality &
Tourism. New Jersey: Prenitce-Hall Inc.

Love, C., & Wirtz, J.(2004). Services marketing: People, technology and
strategy. Pearson Education International.

Oliver, R. L.(1980). A cognitive model of the antecedents and

consequences of satisfaction decisions. Journal of Marketing

_51_



Research, 17(9), 460-469.
(1999). Whence consumer loyalty?. Journal of Marketing,
63(Special Issue), 33-44.
Reichheld, F. F.(1996). The loyalty effect. Boston MA: Harvard Business
School Press.
Reichheld, F. F., & Schefter, P.(2000). E-loyalty: Your secret weapon on
the web. Harvard Business Review, 78(Jul.-Aug.), 105-113.
Zeithaml, V. A, Berry, L. L., & Parasuraman, A.(1991). The behavioral
consequences of- service quality. Journal. of Marketing, 60(2),

31-46.

_52_



ID

d =

&

R

—
fite)

2013. 10.

Tor

il

413 seonghyey02@naver.com

71 EH

FAI U 712

)

&

3. %% ANAEL oj| P02 o

& @dolaob: @F o

o
1=

O el A

2 AUt
@7}l 2w/ 7 A 2

©7A ] 2 7]EK

ol

)

@7} B 7}/ w7 o

DolH g 7} =
@ell

o A

e

_53_



o.
DA

o,

827

6. A=

@3 =}

@109 @200 @30t @40t G50t 60T ] F

@715/ A
)

18 %] 9kl

) 5

18t}

)

@

3

oA g oAbt gl

7197} Al/d skt

ol 7} thekait

e e e e e e | e\ \e e 8
CRECRECARCARCARCRECRECRECANCRRCRRS

WO e e e e e e e e
R RN AR AR AR CRE R CRECRECARCARCRNS)
© e o v | e e || o ol




)

M

juio

IS
®. 8 e e e e e e e|e
CEEECEECEECRRECEECEECERCEECRES

ol FAA dieke] 7HAh g o

_55_

W 808 e e 0
® e e e e e e e ®
© 00| oo e | e




	Ⅰ. 서론
	1. 연구배경과 목적
	2. 연구방법과 구성

	Ⅱ. 이론적 배경
	1. 커피전문점
	2. 커피전문점 선택속성
	3. 커피전문점 고객만족
	4. 커피전문점 충성도

	Ⅲ. 연구방법
	1. 연구 모형과 가설 설정
	가. 연구 모형
	나. 가설 설정

	2. 조사 설계
	가. 조사 개요
	나. 변수의 조작적 정의
	다. 설문지의 구성과 내용
	라. 분석방법


	Ⅳ. 가설 검증과 결과의 해석
	1. 표본의 인구통계학적 특성
	2. 신뢰성과 타당성 검증
	가. 커피전문점 선택속성 신뢰성과 타당성 분석
	나. 커피전문점 고객만족 충성도 신뢰성과 타당성 분석

	3. 가설 검증과 결과의 해석
	가. 가설 1의 검증과 결과의 해석
	나. 가설 2의 검증과 결과의 해석


	Ⅴ. 결론
	1. 연구결과와 시사점
	가. 연구요약
	나. 시사점

	2. 한계점과 향후 연구과제

	참고문헌
	설문지


