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The effect of experiential marketing elements of
marine cable cars, perceived value, satisfaction,

delight, and experience sharing

Mi-Ok Ryu

Department of Business Administration

Graduate School of Pukyong National University

Abstract

The recently established marine cable car is gaining popularity as a
vitality of the local economy and attractive tourism products. The
purpose of this study was to find ways to enhance and activate the
experience value of marine cable cars through the study of experiential
marketing factors, satisfaction, delight, and experience sharing in marine
cable cars.

The survey was conducted on tourists who ride Busan Songdo air
cruise for two months from October 14, 2018 to the end of December
2018. Of the 325 questionnaires distributed, the final 323 as wvalid

samples were selected and analyzed.



For the analysis of the study, frequency analysis was performed
using SPSS 23.0 and AMOS 23.0 statistical packages. As a preliminary
step of hypothesis testing, we analyzed the reliability of the
measurement items through Cronbach’s Alpha. The convergent validity
and discriminant validity of the measurement tools were verified
through confirmatory factor analysis, and correlation analysis, and the
model fit and hypothesis verification were verified through the
structural equations modeling(SEM).

The results of the study verifying the effect of experience factor on
marine cable car on perceived value, satisfaction and delight, and
experience sharing are as follows.

First, it was confirmed that the experience factor in the marine cable
car 1s an important leading factor in the perceived value of the
customer, and the sense experience, think experience, and act experience
had a significant influence on the customer’s perceived value. On the
other hand, the feel experience and the relate experience in the marine
cable car were found to have no significant influence on the perceived
value.

Second, perceived values had a positive effect on satisfaction and
delight in common. Third, satisfaction had a positive effect on
experience sharing.

Fourth, it was found that delight influenced positively on experience
sharing. Specifically, satisfied customers give more positive words than
delighted customers and delighted customers share more SNS(social

network service) than satisfied customers.
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SNS sharing is possible to share in real time during the experience
process, and visitors who are delighted at the tourist spots have more
experience sharing through SNS than those who are satisfied. This
proved the importance of delight.

Theoretical implications of this study are as follows.

First, the causal model of perceived value and satisfaction after
consumption and the creation of delight for consumers were applied to
the experiences in the tourism field to consider the experience value of
experiential marketing.

Second, word of mouth variables were introduced in previous studies
on the effects of satisfaction or delight on WOM(word of mouth). This
study is meaningful in that it subdivided this relationship into WOM
and SNS sharing.

Third, there have been a number of studies to improve the
understanding. of customer delight concept. However, the empirical
research related to- the performance of customer delight has been
lacking. This study confirmed that the loyalty relationship of WOM
creation was supported as a result of delight in the tourism experience
of marine cable cars. It is significant that this research has been
conducted.

The practical implications of this study are as follows.

First, it contributed to the expansion of research in the field of
experiential marketing by identifying the factors of the effect of
experiential marketing on marine cable cars. It is expected to be able to

help the marketing strategy of companies that utilize experience.
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Second, the structural model confirmed that the perceived value after
the experience had a common effect on satisfaction and delight in the
relationship of influence as a driver of satisfaction and delight. Through
the verification of the relationship between perceived values and
experiential marketing experience factors, the study found that users
can feel satisfaction and delight only when they reinforce high wvalue
experiences.

Third, it is possible to suggest ways of WOM or SNS sharing
through the result that satisfaction and delight have a significant effect
on WOM or SNS sharing.

In order to enhance customer loyalty in the marine cable car tourism
experience, a marketing strategy that emphasizes sense experience,
think experience, and act experience with high experience value that
can attract satisfaction and delight is required. If SNS sharing is
induced by delight, the spread of information and advertising effects can
help to induce new tourists and create economic value of tourist

attractions.

Key Words: Experiential marketing, Perceived value, Satisfaction,

Delight, Experience sharing, WOM (word of mouth),

SNS(social network service) sharing
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sensel .802 - -
27478 sense2 .856 .062 17.378 891 910 718
sense3 .824 .064 16.524
sense4 .800 .062 15.898
feell 785 - -
2] feel2 .803 .067 15.391 853 308 688
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think1 778 - -
JAAAH think2 818 068 15.034 914 860 672
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delight4 .826 .063 17.086
woml .859 - -
77 (WOM) wom?2 901 .050 21.840 915 940 .838
wom3 .896 051 21.651
snsl 929 - -
SNSF- sns2 .876 .040 24.160 930 919 790
sns3 .905 .037 25.886

x?=1022.576, df=546, p<.001, CMIN/DF=1.873, GFI=.855,
IFI=.946, RMSEA=.052

RMR=.035, NFI=.891, TLI=.937, CFI=.946,

_65_



(2) ¥EE3A

7o

=
o

o)

ol

tel AVEgZLo]

S

H| 1l

&S 9 v st (Fornell

o

4-3>3} Zro]

<3t

ATl =

H
A

& Locker, 1981).

o

W3 A (WOM)S

AVEZL 7138 StA deid 3

At whebA

3o
1 =

Aoz

ol

™
%

CR

A 7+% WOM SNS AVE

o

ﬁo

<
o

910

718

1
122
%

77 3684 784

.898

.688

3.856 .783

vzl

A

A

.860

672

.602
%

860 O

3.396

AA]

748

502

—

476 550 531
o o o

.832

s 3771

919

791

S12 484 514
o o o

492
o

3.662 .906

oA

.896

637

363
o

342
o

445
-

.381
o

448
o

3202 721

7}A]

909

713

560 422 496 379 584
o o o o o

578
o

9 3846 723

925

755

567 494 443 527 708
o o o o ok

.581
o

.603
ok

3.663 .734

*+E

940

.838

495 431 480 374 531 757 708
o o o o o o ok

480
o

WOM 3966 .779

375 379 381 202 345 443 464 504
o o o o o o o o 1 790 919

327
o

SNS 3.588 1.016

#% p<0l

* p<.05

_66_



A3HE AT 72 25

2.831(df=570, p<.001), GFI=.819, CFI=.920, TLI=.911, IFI=.920, RMSEA=.0

62, RMR=069% @7} 7|t5 HA7|= Aoz yegen, AdAE 9
g7 wEell & A AAEREe] F2E BAE dWs)d 9 Al

247 AZte s " AE G Al A A (B=.406, t=3.575,
p<.001), <SIAAF(B=.196, t=2.173, p<.05), FEAY(B=215 (=2.289,
p<.05)2 AZE 7hA A(+)e] Fod JdF WAE Hol= R E
U 7pE1-1, 7HAE1-3, HEl-4E AEE e 2 A (B=-.069, t=-577,
p>.05), TAAE(B=.039, t=596, p>.05)& AzZE 7Fx o] FoetA] = A
oz el 7hAd1-2, 7HE1-5% 714 E
A A 2012) AFedAE AGEA AP asl
o (19 JFE WA= Aoz Yeion AvAy #7AY, 1A

g, A, dAAd] AdE Al w7 dFE A, AAAE

o
o

_67_



o
il

(2018)¢] &l &l A
npAE QoW #

3}.

Il

Z

7}

7l

3
=

2 & AFolM =

o

o

el

o

Aol A (+)9]

]

A

)

—
o

el

3

O

B

ol

O

ZFA] el Hoo]

I A A

14

*

5

= q
.

ol A

ukg= A . g2 2 2 7 (2019) 2

z:gl_

153

et

Aoz

-
R

ﬁok

1(ZA4 7HA,

Hd A o

L
— 9

2 Bl o]

=

=
=

Z

7}
4-4>0l A o} 2E

&
=

Il

7} %

At w2 <
A e =] A

Ay A
it

an
HH

i
.

o] A+ 7FA1-1, 7HA1-3, 7kd1-4

SE CR

AZAT

.000

3575

087

406

Hi-1

NE

092 -577 564

-.069

HI-2

2.173 .030

064

.196

AA A

H1-3

070 2289 .022

215

YA

Hi-4

NE

043 .59 .550

039

.819, RMR=.069, NFI=.865, TLI=911, CFI=.920,

570, p<.001, CMIN/DF=2.233, GFI

x?=1272.831, df

IF1=.920, RMSEA=.062

_68_



72 A

EY

O

A(+)9)

ki3

U

1(B=.789, t=9.361, p<.001)7} R®F=0

7=

7l

|

=
=

k)

2ol el A Az

(2010)9]

eyl

B
I

N

0

0

o

M

1 9o McDougall & Levesque(2000)2] A 4]

)

A1 A

37,]_;2_
=

o

ﬁo

o

Aol M= gl o

3 ¥ (2013) 9]

7131

0

iy

]
=
el

o

M
[mt

ol
il

o] 744

3
=

d

dHTE %

A

i

o]}

Ef
2}

A

-
R

At wEkA 7Hd2

i

N

o
;OO
O
o
&

fvzel

Mo

A

4-5) 7pd2, 713 H4E ZAnt

1T
ar

(

SE CR

ARASG

096 9.361 .000

789

M-
=

—

A7k 73

097 9.335 .000

751

1o

N

—

A7t 744

;.OO

jgase)

O

A(+)9)

ki3

g

[e]
T

L

-

(B=.751 t=9.335, p<.001) Z+-&ell

-
R

7HA]

e

3
=

Z

A ol A dl

31 21(2014) 9

)

_69_



Zﬁ e
- -
0 T
K =)
w < o - [ M T B
oW < i - e ow
X 1)
= % " B % % MW o #ﬂ % AT
o o - N o X :
B K 2 - = N D ) AR
< W B 0 = m@w,?wﬂﬁl@&mﬁ
M N ° lwemﬁth%ﬁoﬂm%lq.@ﬂn
RS ,qmw&xwww@qé p
= ° mT oy 3° & o3 * B %0 -l B T D o= ol
R * o © a? 0 Mo )] mo A M E R
_/T :i 8o = o dﬂ Al — S o o N M Exg = ~ |
ol T ® T R [ X of = I R
@@m%l H&%?%ﬂ%ﬂﬁﬂw,m?é
T T ® T oo m RE L (2N NI = B & ©° ~
=0 T E z L, T & 1 or S > It
. B NEER: oF R R o = B R G4 . E=RNY X
T T To I Ho N s =" in Fax = o) N I
It T S - o o F woog T i, oM N 2 A
e vaﬁ%ovL@ﬂ 5 X B Ah?o B
ox ' X ~ n oru o m = — N =K oﬁE M o N —i
— X e e | & I = © P o= F oonT :
fo ,9! 70 — R o .Jm 1;1_ ‘Aluﬂ H_W ,A_ E 10° H S ﬂq ,)AI ,Ul
N W T A ol X B T ey o He ol B o kX o
WA o Lo - N ° = oo N T 5 < R
T L T xR ~ o B v w= ox
o R J| = 5 o = - el < . S
m e ®E oF o ’ o P - ol om i = N g 8 AF
oo o e Mo e \m/ oo urm uowo ) w o = = w B
fﬁé@éi N SEEEE
in > %K . v % S o 5 © | dFF = e i o
B i = % o = - & B m B’ mu %l = To = b 7.n o
A _ -~ ,,u.ﬂ o ~ = 0 N OF)
) ,,mw R N wm o P W R = % &l oy ~ % wlg %
) N B o i, ol 1% o~ o 03 ~ N :
3 N e 5 B s 5 T o] B = ) oD o T
H el X o . ‘ A K . o) E o X ~H =3 O# 50 Y Jl
i ,ngl,a.?1ov::_oag. o BB
o NI 5w s ) 3 e 5 o = X B
W o = z & s T piale = o 2 0 L
® ﬂﬂg@ﬂ;zqiug I )
[ T o= W h%@m Eé%QW%%q
0 v 7 Do T S 9 o B N GRREIE= i
SRR ) S [t T R RO £ =
ﬂwxm L B =9
N —_— o _30 © —
T O o W 5 iy o0
T B Wﬁ 2 o go
N o T
oM o
"

- 70 -

AR

[e3



A(+)9]

1

9
yul

g

[e)

SNS&froll

[e)

L

¥ R (B=.278 t=3.84, p<.001)

A7

?151‘

o

™

o

M

m}

Bo

i

4(2014)> AAAM =

KeR
T

83

1o= uepwon, Foed(2017)e] #

o)
jle

i
o

)

™

&
=

=K

Mo
o
!
To

)

"

0

g2

A eol -
kel

[e)

L

.000
.000
.000
.000

(2014)°]

2 8 = AT
O
)6]_01

-

R

9.272
3.840
6.989
4378

b ()]
;g . H_'l-

k]

]

yul
in

]

SE
066
115
057
108
<]
ke

T

3

el
o]_‘g

= Ueh} 7k 518 AEE g

dE=AT
566
278
.386
316

A(+)9]

[e)

.

4-6) 7td4, 715
}, Chitturi, Raghunathan & Mahajan(2008)¢} %

| Z(2011) 8] AFelE HEgh

ir
=V

(

°

,?.
A

=

ATt webA 7}A4-13 74a4-2
[e])]

—  SNS&f

PN
T

[e1s
=

|

o

g 3
7Hd5-1, ¢
75 (B=.386 t=6.989, p<.001)

H5-2

H4-1

al

7

N

vzl

Mo
o

;.OO
o)

g

10

_71_



oo a1

<

(2017)

o2 e

O

TR ()9

P3|
aS|

vzl

o

=(B=316 t=4.378,

S mx= Ao R e} 7pA5-2

el e 71

3

A(+)9)

ki3

9]

p<.001) SNS-& el

-
R

3tk SNS

Ef
2}

2
of| 5] &= SNS

-
R

o

g 5 Ak webd b

|

0
o

el

)

XA

el
;.OO

,._A.uﬂo

or
"

fvze)

FAANE

A el = 9l

-
R

o2

SE

ARAGE

.000

406 087 3.575

% 7]

1

N

A

A

1

N
A

1

Hi-1

NE

564

092 -577

-.069

AA-

HI-2

.030

064 2.173

.196

A7kgl 7}

AA A&

H1-3

.022

070 2.289

215

% 7]

1

N

A

YA

Hi-4

NE

.550

043 .59

.039

—

AAE

s

H1-5

.000

9.361

096

789

M-
=

.000

9.335

097

751

1o

N

.000

9.272

066

.566

M-
=

H4-1

115 3.840

278

M-
=

H4-2

.000

6.989

057

.386

1o

N

H5-1

.000

4.378

.108

.316

1o

N

H5-2

.819, RMR=.069, NFI=.865, TLI=911, CFI=.920,

062

570, p<.001, CMIN/DF=2.233, GFI

x?=1272.831, df

RMSEA

IF1=.920,

_72_



A1d Ad+F23 89

I

el

ToR

=
ﬂo

)

el

™

—
file)

==
<

!

§EE

A

of A bR o w2
tH ofdel A 2ol M

)

[e] vANe)
= O

5)
=

Il

Z

ol Ay Fol=

™

)

]

[e]
= "

0

3

|

Al

T

Z] 0]
] iy

o I
=y Oxé

=
=

Er_]__

A ol A

5

ol o

A 7]

)

il

N

o}
Ny

)0

B7E Al

ki3

7t & (delight) & el o

-
R

A7k Aol gt vl

s

folg it

e

B

el

3 tH(Oliver,

)

dotar

Il

Z

Rust & Varki, 1997).

_73_



Al
A

H
A

npA R o] 5717

A

7ol A €]

=

A=)

391 th(Schmitt, 1999). whehA

S

9
yul

sj = A

ge= el

=

o] A& xfofof

7}

=

5
1=}

g %

1
327l ©]

A

)

tel, A=

)

FSA Tt

S

7} A

%4t} Cronbach’'s aAl+ &

¥ SPSS 23.0% AMOS 23.0< °]&
[}

AT 48k

Z\j‘ H
el

hm4

342 4%
<3|

el

A

o
10

2011 =

& Chen,

7HLai

wHel

d

S

o

]l

X
Iy
5

el

=S

=

Ae B
=

uhoh

-

o] A

7hE A

J

o
=

A

A

3

1
(¢}

k9
yul

2

Al

=
=

S wjgow
7}=] 7}

=

J

ks

_74_

Il

A

-

R

o Al

=
=

7

-
34

]|

s

R

Ay /b v

|

&
Tl

o

1l

Il

A

o}

o Aol

=

Schmitt(1999)

o}



Ag3 v

=
=

7_}-%_4' o]

Hhth F(view)e] Al

-
R

o A e thE

S5

SER

27F 938l

o

il
T

Ef Hl o]

|

5

o 7Alel=7+]

3
=

*

)

W7l We E A E

’

” “ o
~1-

g Aol Frotadz wjxd ¢

A
A

T8 7

U2

A3 obg

3l

Al

5

%

nEAA FE Ao ey

Aoz JFrja ¢

1

A

}E‘}

7 A weEkA F s

|

A =4 %

LA

of 7}

of o

i

Z

R

Ao

-
R

Au ko] X ZeHE VRS AP oR Y E o]

-
e

(2014)2] A ol A

7]

o <

1 4]

Z

A =8 b
§(2012)9] A

g1

kv
™

HlAke] A3

4

o)
fa

CE

1

e

03

ql

- .
Az

=

T

ior

A

10

,._A.uﬂo

p—

0
X

fvze)

B

(2018)2] &l 4

3}

I

10

,._A.uﬂo

o

il

-

B

" 7HA ol

3

2 3 Ao =

He.

el

i
file)

X

3} gr=A 9

=
=

NEe] AAT
o FFe Aol weh x7hE Ao v A

3
=

el A Al

o)

_75_



3

Tl wet v

AT,

&
ay
A
!

o)

el
Ton

\ao

b oere Ao ek

°©

9

]

T

o]

%

Hr=

=
=

A7t BEF Aow v

8

!
()

)

b

o
™
J]
T

%0
e

o
™

)

B

e

P&

e

REE

Il

Z

A 7}

A

g ®Hth 7}

-

2ICE Rl
1}
AN -

=71 uE

o
M
il
10
oF
el
R

2o 2 Uesth Berman(2005)2

B

—
file)
™

;OL
e

M

°f ¢

2]

R

X

A=

]_

Aol A

FH 7

]

H
A

3 zrge] AAwon A7
_76_

}<1tH(Oliver, Rust & Varki, 1997).

°

aladl

3
=

A

A



o
_

Mo

Aoz Vet wea

w

Mo

Mo
ool

ol

Ao ety TAHow

£ T3 SNS

5ol o

1%

Z

-
R

Aol A

A=A 2

—
file)

M

ol

)

o
o
N
N

™

o

o2 e

A

el

ok

¢
ol
il

)

—
file)

G

o

Mo
ot
0

o

o
il

_77_



=
]’—.11‘

hui
Y

A 2HA
o sfeithelel A s

=
=

&+

ol
=

o A" AT BES W

L oleH AAA
&

A, 7]

3]

A

A2 A aTe A

o N WG T N Jom P T o T T o)
o Bz N (I § o N
W%z%ﬂ %Mﬂﬂgﬁwﬂ
oy KO —7 O
Eae " &g R Woom oW W ok
R =T W oL W AT Ho
T o W AT oo OB WX,
e _WAT N & =y %O - R o o ME Wu
L " 2
zgﬂhwuxw ﬂ%ﬁ#ﬂﬂwﬂl
S - e = 0
dumﬁ&&c]xrd. ﬂmﬂ%%ﬁﬂﬂaﬂﬂﬁ
oed R e - NN Vg ° T do
o og B o\ R o w P
T p el R T\ Rl B T
N X R mo o R
NI 5 NI O
Bgluw T 9 AR o W Ul
0 ,uumoﬂu o OB o Lut%af ju N
o= 2 — W =
T I
— N T =
o E:L_ T B o LM S wm Mm N
R I T G S S
K CU I WE oLy W
i e "y Tz E
o Mo BT mw Bk G f o
A e I S %%?ﬂ.#ﬁ
e N — T=
pace Zed A RS BAs
g2 W L — MR o M) = oF M- o
~ R _ N
! ol Ak a0 i oy o N = Eo; TR
= TR T W b R
M4 T % oz < Womog Mo g
A I R RIS T B
Koy = B RA = 0 @ 5N 8 o -
= o O T A CoRA
EREC Mo mp Wy T T o A C
N oo o o\ L w oH T T TR

fol 4

3T

[e)

o] SNS

_78_

2 A7 vehtom, et SNSFRE

o

al

7

3

[e)

Ao et

&

S
&



N
- BB K .2
W By = B T X
\mﬂ ;O ) + ‘l
=K Ak NI A - Mo W " o)
w5 o g SR v ® T iof ot
_ S 7w B 55 ® O °
= B nog i % ow oW L
— ry SN I~ Njo S = - = R
b T o g y = v D S R O
MR R o 3OS e M = . w2 fy 5 o w® CC)
) 0 — sl ; _
T O ) G £ m A Wm 5 =t ! Mu %A o} % " ° Ly
%%?ﬂs,v T ﬂﬂg%%y qo%arﬂ@
X 2~ ™ do o es e o "
B 3 X 3) = A AN ~ o ¥ —_ 1 BR RN o
iy = 5 o Koo g M < m R = %
e 3 ZO E#E * o H.Al ‘._f —_— E s 9P o < o K = QL
wokog L = o B = 0 = ~ Z ™ = ~ & o
®m° W RS VY m U oz ~ B N
= 1%%@D?MMW7§ 2 =K Aﬂ%gﬂ@
w Q 8 Tl R o E o o ~3
p o= T 0 DL Wl e o N ol oR e w B ™ o
o ! 1A = B L S b A 8o B BH N
—_ ! ™ B 8o =t o —_ — sl
S 0 A~ S = A Yy X0 R ~ 03 my
Wy TR T o B n_,f 3 7o Mo Mo - oo W o~ T = = )
N R b & © e oy | Gill S X X =
= X R o & 3 o) e Mo == Y = w
oF W — ® o - B! ool 3 ° = ~ ul E A =] dl
Mo o Mo - HA_I = 1_.0 T o = b B [ W o -
mfﬂu%ﬂumom%gM%%4ié gmuwéﬁﬂ
0 A T o N o w T _
ﬂmﬁ%»wﬂmwmmw%@% w mmmg%g:,g
ﬂ N M = o ‘__lo /nw o = L.D HL \mﬂ ot o I.rl Of.U ﬂ ,Ul
& o— MO g =< = T N K A = o = WS
X Q D 8 T K. == Nr b o o) =
o L E o8 = I ATy 5 o X o K T o=
N =t .z S 0 =l e R ™ < = -
o B3 Z X o e o Ho S 70
! X 0 ~ ) o e N ~ — s w "o ™
I ~o - el NS ol T B o
mxaﬂnnwn ﬂ_fgﬂny % JﬂkAT7q
%,ﬂawmmqgﬁﬂo ST S w o B3 o
B KK B g = N o= Ao o) R {8 on ~a )= k) W o
= © F o £ £ W B T 11 — ~ AR Ho
M Z T 2 E = Il e aﬁqﬂ < o B2 X W
e P/m = o0 ° ojy BN ~ Mo T 7o ol o <V pUGN m =
X & 4] ~ QU ﬂ ﬂ OW X ‘HAll _ ﬂlﬂ N —_
F X X ) ~ of  m° Y A of P o~ X N
PR L ERT - T X E
el mo R < RS GO fia
L ) .
of W) ™ )
roOX

- 79 -



ATA el A 87 ol

o

|

0
o
o
o
el
i)

Ko
<

R

g, A7

)
0

,._A.uﬂo

|
L

1o
el
Ko

&

0

2olol A o] §2 5l A

v}, waka] s ArA o

A

el
ojn

.

NN PAEC B

EEEELERER TR

[e]
= H

o0

,._AJV.O

o=
Mo
oo

(-

[y

ol

p

oy
)

o~
ToR

o

o

I

e

o

=

SNS¥ &

o]

al

ki3

HE

al

—
o

o]

)

—
file)

T

AU EAH o]

L =RV R=)

o

)

S|
=

g B ool AANAE 59|

_80_



o}

J

o
=

&

A

1
.

3 A

= 9

3=

=

7} &4

=

A=)

owe Ll
od = = o
o ,
Mﬂ Y @L w ' X 9
) R
B ° Wﬁ . W MW - Mg M o
= ) do % o ke oE o T
1,Urr ,ﬁ R e ) Ee io E dl X o#
o o ! { R N 0y I ™ =
E o s N L 2B A
@s@ﬂ@gmﬂryﬂsaiﬂmgmgﬂm
XA { = Ul ~ % S = ol WoOmT W o R E
N T 0 ~ [
ggﬂgyg%uwﬂhoﬂ%&awz
m%4oogXAQ?ﬂEE?%m
An Lo R = s = T O 5 4 &
ﬂﬁﬂﬂ 7ﬂwam_fﬂn;ﬁ 5
i =N el / o B TN = X
=3 a5 o N sl 3 o)) —— T W T
ot W W N o m X 2 T . © H 5 sz
= W = 5 o = ar F A o i e N §
2w N | X2 fo B o Mo Mo %
= o & W 2 | i <3 IS N w 0 oV
n_rf A ! 10 = N ) Y %) e E op nE i, : ™
PR m E — % < owoR i e\ =
_ 3 =t o In N = s oyt TR -l T o
ﬂ%ﬂﬁ@%__g4xEzﬂ@ovf&
T E o ﬂww;ogﬂ&mﬂaloﬂag
mwow y Fo &\ o AN il ° B [ iy
o i~ Mo 3 o 1= . Z nooo B
= M T T N D \ri o = !
%0 X 3 0 P M- ) = 4 = o] oo
~ %0 & 7 s, 2 { = 3 o T
: Logeegxwa@?zﬂq.ﬂﬂ =
ojy o ) Ny — EN TCR TR ou X
cr.c 1) f X ‘mﬂ — T ‘mu m,A KH = 1#
H LN 9 <O o <8 _— Z, % O
Jl ,ﬂl X N D = o NS L
Mo P 2 ° L 7 I o
B T iy @miﬁﬂ} Jﬂfﬂ
ﬂoizkﬂuu}%og%PEJ%
xR M < E M En o P = i W
" W = o 2 T R woE W o
0 < — = I H 0
A o g " & n ol )
N w t ol / —
B A Moo o oy M X
T mU L.L —_ Eo —
HL st OE N ) _ m}
Ho o N S 0
m o bt o
. B
%) Fo Yy
o) —_
me

- 81 -

T3} A



o}

=
=

7}

2 gl

=

F el A

63:

23!

w

el
R

¢

W

A, 2 Aol A7

o
B
w
M

m}

-—

)A

a5l 7hx ol

=]
U

o 2t} A

_,AO
o
.
K
el

—_—

0

o
o)

el

ol
I

o

B
%

ChALAL, SNSF 3 S o
el T Al Qg

1o

Zﬂ\o

=]
=

]

k- 0

_82_



< U 7 3>

4E%(2018). FolE AFET AQHAI aAFHE A= dFd A
FAE 3o 2dan FACRE, AU et WAL=,

AA D FED(2014). SNSE T3 JAARGANE T et nAe] F4
7A] #A: Laddering 7%l A&, T#@staA+, | 38(3), 81-102.

THA(2008). &4 Az~ FA WL o=t A, A distal o

% o], etz AFAs s =7, , 12(1), 155-162.
TLU(2018). Hwtg= A H]
A= 9, THFaAdda, , 30(3), 411-430.
TAL-FEE(2018). HwpgAe] Mu]EzA | Z } RS o Yl
Aol W= g, THFAIAT, , 2203), 1-24.

A713.(2012). AN HZA S| Aol A k| ThA], aARES S A o] o

>
[-‘\:l

19)do] nARSH AP A FHol o

| o

n 2= ko] #wa A, gl AdT, , 24(2), 309-328.
A3 (2018). SNSoll A o] 2132 #A|, A, ARFEA] ofPAR T
o=l w X = Fg THPstA; | 42(5), 117-136.

_83_



o
No

o)

~

™

;OL
o

e

(2014).

=

aFAT, , 41, 137-150.

Ada] d2Ed Ao E 9]

T4, 29(3), 19-50.

114 (2011).

71311:'

il

)
T

3L
[e)
o 1o}

=
]’—.11‘,

Aui
Y

7HA],

T4, 8(4), 185-204.
FEAAT, , 29(2), 103-124.

pat-]

Xy, 56(3), 28-50.
L

1

kel
ol

2230 2.9 A W] 220 A

2]
s

S

r

A A 2E

)

]

"= 3 g (2012).

X
whe o] Eel
FEAAT, , 30(6), 43-62.

5)

hm=4

A
d

of WA= FF
A

FAtel Az

=
T

=
T

5}

]

[e)

=

o

s
.
a-

IS
r
A

3

=
3

Z1(2019).

’

.o]
k.

=

=

474 B (2013).

A2 (2018).

2

o
Tor

=

Tor

o)
o

o

,._A.uﬂo

)

BRI DEE P

21(2011).

]

I
fins

[e]

27 -0l W A A

=K

o)
olo

295-312.

Tor

W,

- =-3F (VSAB)Rd

T4, 27(2), 111-130.

=z
-qh=

713

_84_



e
OJ‘QJ_
T o] wo 1A=

B W
) Tor =y
e Bo — o}
K = ° L
=3 T ok < e
_ ! i 0 - e 3 1
G e __ — < is mK
E [ \,A|_; ﬁﬁ 111M % T — = o
! X ! [md = ~ X —_
o W i _ Eﬁ - wm o o m% EM B’
Ak ol RK %0 R %_ 3 o o i}
oF e e ) Ye! = Ty SN o )
Tor - <H g —~ =t i < = No & =0 —
—_ Elg T 4_|A Hﬁ J = ..# L z,rl = =1 X
< Nfo KO — i = =~ S hin —_—
i o =0 A gl i "G D, P - B o ml
G ) E =) N3 E o) Tl
- o 5 wo = A4 o = P o o - =
0 - 2 O 0 —_
P o = L2 s T % o T X # 0 hd
= ¥ G T Z h = g o < 2 el "
-~ il T N Y wr o e ol &
E IR MR e =" ) fog N T by, <0 o o d
i = ol T = Q Nl 8° B g B x© i K
B0 Xt o0 iy T | X v o W " & Mo X7 T =
cE ] S%Mﬂ}%g PEoTE C
FTos N%ml_zmﬁé B IS =L ¥
T R < 7 Mn% As 2 =) = = 7ﬂ = M oK = N
. B R 2 S nh | e U = N
R Mum I 2 = 5 mﬁ % T o° =0 _,ﬂ %o _110 =
B i S B oo m R o = o BT T o °
@ S 2w wr of ik io} - T T i
s 2 = 2w = J B w8 o = =
= = X @ Mo ) e N 0 o o LT. Mo N ©° S H
:@axﬂzyz?% mau%@zg@ KA
= Jo o n o = = MK = T = = ™ 30 ! o H
o0 = . oy N o) ofy ! Q e = o =r X o
760 B O™ i froe ISEEEN Toml a1 n = = s/ N ¢ . r
o iﬂ@rm@1w@ A = B
3° KO e J_, e go B & o W = ero - B o &
o WX R 11 N W b T S " ! \alw. T S S Mm % 5
z ﬁoﬂ&zm@4n%ém@még s 8
~NH = 7 % Ny — R N o e e = PR
< Y o &) - = 2 Zm 5 QR L ~B
e B = S o = 7 = o = 35 § S "
) J@ioy.nao]@lmzm@zh
! %o B N T ol R om = X
T %0 N T i WX ofr
L o0 x - B e !
s 3 Pl
N o o
o A
L
Gl

[
, 317

Lj_ —

)
=
-85 -

1

A

Schmi
itte
o A=A

|
39-57.



R4 7} A

A 8] AT

S|
aS|

1

9

I

A E17 599 0

(2016). A

1

°
=k

[}

=

1
117 5 A & %5 (2010).

Tor

Lo s TepAR AT, | 24(1), 1-27.

HFEE--0] 4 (2014). SNSAO] 224l 749 A GAA] #3 TFE

J

pzs
=

Ay, 100, 172-224.

1

R4

al

T%].

(2009). #s 4= 9

e]

Ay -5

RS

T4, 19(1), 55-72.
.0

#) &

1

=]
=

=K

7%

al

’

=z
e

al

A5(2017), Bl A2 177 ol

ki3

3

o AEe el

=
=

T

Y

T4, , 31(8), 193-206.
Aui

B AA T, , 14(2), 161-178.

T ,.3(1), 1-23.

Qi

F3

S A (2002). BRAEBDE g,

AR o] -31(2018).

Tor

ol

o

o
o

I

g/ 3}

145, 14(1), 435-450.

SR

5o ol nA

14(2), 229-243.
A 31+(2019).

A (2012).

3|

=

N

Faoku) =) 2 42(1), 113-138.

B
o

e

3, 28(4), 81-108.

o

A7 eE

_86_

34

2L 31

o

Z(2016). K-pop

v

A& 2(2014). A G FA A A H]
16(4), 90-108.



P40l §41(2014), PHE Aul2E A, AZE Auzrb, nAwE 9
BEOERre] FgRA AT, TRHBAADT, , 2609), 273-291.
G54 H SR (2014). AA AAAW 2N 2BAA} AH &Y WEH o

nE) Pzl mA= JF, T {eE A, 38(3), 293-304.
o ZUAE(2007). HAE WEAS AZE sbAsh wEs APE %

QA AT LQ001). FAEY o] &Are] RN I A+ T
238ks] ;| 24(3), 285-305.
24T (2013). oA AFA| el tigh A 77| oF o PRt TE &
A

30(4), 267-287.
H47(2015). A8 7H Al(4Es)eF AP kA" (SEMs) 3ol 93k S Aol A 2
#g A Aol wEFEe] WA= G AL SR FAHAGAAE FA
FAT 0] F71(2012). BA A o|m A, Az ZHA], HEE aga P59
TP FERAA RN TagATAd, | 26(1), 41-57.
FAW-0]F71(2018). AFutAL ] MEA AP FFH AFS &8s
g WAl digk FgE JhA-EE-ds A4 24, THdd
T3, 33(7), 83-100.
SR -0 B 5] (2012). HwlstA A o] Aol A vSEo] W X= 3
BA, TEFEAAT, , 24(2), 289-308.
o] 4 € (2014). SNSo gk o]&=te] A A zte] 7ol FFdA
A= g we A, TAFYAI A A, , 22(1), 5-33.

[} s

rsﬁ

_87_



-] 73 o} (2016).

38

o]

Fzygmvtoisgr; | 19(4), 131-139.

% 3](2014). SNSel| o

1849
SNSwlHe] Aol AHES] wl)

5 o
AT, 25(8), 213-240.

<)

=

o4 4

=
K3

=

o g u] o] o

0] 7] % 28] 7 (1996).

Fav|ApetA A, 7(2), 87-106.

A el o] &
o] 5 f-H g F(2015). ¢Felnte] ojm x| 7} A

o= TAFATF,, 30(7), 261-280.

A of] A ]

o

3] - 0] A +£(2010).

LR R R

]

(e}

A i Qe 143:162.

o) A 1-0] A & (2013). SNS o] &7}

3

19474

)

SE

3|
ZS|

No
<

o] £ekel A (eWOM) #Eof

=
=

o

Xy, 15(4), 273-315.

S}
of

o Aelsh

Z
A RES

al

o] A (1995).

29, 145-163.

B

o

Mu| =3t zpolof

w2}

A =

314 )

3

A
[

=3
=

E!_]_—

7

al

o] A (1997).

Fn)zp8ked =45 ) 8(1), 101-118.

ol A - 2k oF(2002). 7 vh

=

=9

7o
No

T4, 13(3), 51-78.

%3 (2004).

—_—

eate

o]%

TATAE LA AvUE T

- -

al¥

o

_88_



.
a-

7

g

FAsia Marketing Journal; , 12(2),

=

Nz, Fu o)

=

o il A-pal

H 2

d= 7HA], B

3

o
=

A

A

T4, 13(2), 149-177.

SPEER

THFH AT, , 26(1), 319-337.

o] &.41(2006). N1 7Fx| 9} 7

pa
e
L

i

A
Y2

A

o

A=l
=

]

’

g

WA 9%

2]

o2
=
Ba=

(2014). 71 43 ¢

e R
Fedty , 30(4), 1115-1142.

= (2017).
Al

5_]

%

]

3
A
i

o
(2001).
ol 29l Inbound A1 Al

SNS
15(4), 73-86.
o] Al -5 & A <4 (2010).

r
A&

T‘7(:)]o

371+l
Bk

&

S
&y

A
53-81.
. 0]
A=
%
%
22(1), 1-19.

1

=i
P
g2
=] &
%

]
]

o
o

N o io°
v o o
o3
— el HE
X 70 g
N G
W " F
= | <
~ 8 ¢ g
_
Tow YR
T s M B B
Sl RO
ﬂo ~ ;I/‘VI N o _lmu
O IR
I- % ﬂﬂ ﬂ ;OL
- o~
© - 8 g g x
oo 3 i K
Ecv Jl o " Iap)
s ¥ TP 2
= —_— =
7w LT T
riyed
e il 1T
- T Tl R Ay
= Iy o o
o ' o0 ™
— Hmlu T 7= oW
S T O 8 7
z " T o
~—~ .O -~
CI N (A
N ~ m o B!
R S S
el
G MO I
fo Mo B om
N I -
= ol {Jo
8o n Bl
T R R

_89_



o] 11

J

o
=

A

= A UCC(User Created Content) ¥

Inhshae] Bas

1

% b

FAF sns "HAE A

A M09

=

1

1
[}

1
)

[e}
R

ko)

o,
157(2018).

A
i

-

x93

A7 (2017).
A7 3-(2018).

7 3] 74 (2018).

10

FATAE,, 32(1), 159-184.

Aded+, ,27(2), 163-179.

FATy , 19(2), 7-3L.

A 8- G (2017). =

=K

M
mt

=~

™

~
)

Al ZA o]
FRA T, 32(1), 125-145.

A3

]

G
ol
Mo

], 82-99.

o

-

)

o3 5

=g A

BRI
1) -4 31 91(2017).

2 A= (2017).

531]_
=

E!_]_—

7

Mg agge] AmsEde] T

1=}
=
r

<

70
jol

fvze)

B

[e)

14

A

14

A

tdTts , 27(3), 61-79.

o

wFE AAT, , 29(4), 75-92.
— 90 —

s

o] A €]

)

[e)

=

of MA =
&5}

1(2018).

.
LS

a

;\(j
/‘\__,j o
175-195.

?.

[e)
&



T ol ol -F A 2H2015). &2 vHolol & ARE FRshs AMHS
FURZE dEAA S Al wE o Ar of de A, T
Bk, , 39(10), 201-216.

e 50l 41 (2014). AR 24 vHoE S3 FEREF ol i
AT TanjzpstA L, | 25(2), 21-44.

S -2 (2017). &njAbe] o] a5 mpold sFan el
A s gl #wek A, TFaskdat, |, 28(3), 53-8l.

Fr(2014). AA" 7AA S =7 3 4H] ¥ e U AES A%
AFRFo s, FauaEAdT, , 45(1), 1-23.

A4(2019. 2. 26). HlHolH wte S5 Aol &7 A AR ARHA

Aol2st AE AT M

=
-
By}
of\

ol
M

s

N RalE], AR
(http://www.news4000.com/ news/articleView.html?idxno=31141)

Ar A (2018, 12. 21). X4 =<1 A E7hs- 4L 31hs Fu
n A 7 Al (https://www.mk.co.kr/news/business/view/2018/12/797065/)

ol A} (2017. 3. 17). WY kol Alg].. A7 A
(http://mba.mk.co.kr/view.php?sc=51000004&cm=20170317&year=201
7&no=181676&selFlag=&relatedcode=)

452018, 12. 11). Aol=7k /e F AR 334 10% 5, 4l
(http://m.knnews.co.kr/mView.php?idxno=1270702&gubun=jinju)

_91_



<3 9 F A>

Arndt, J.(1967). Word of Mouth Advertising: A Review of the
Literature, New York: Advertising Research Foundation Inc,
38-39.

Arnold, M. J., Reynolds, K. E. Ponder, N. & Lueg, J. E.(2005).
Customer delight in a retail context: Investigating delightful and
terrible shopping experiences, Journal of Business KResearch, 58,
1132-1145.

Bagozzi, R, & Yi, Y.(1988). On the evaluation of structural equation
models, Journal of the Academy of Marketing Science, 16(1), 74-94.

Baker, D. A, & Crompton, J. L.(2000). Quality, satisfaction and
behavioral intentions, Annals of Tourism Research, 27(3), 785-804.

Bayus, B. L.(1985). Word of mouth: The indirect effects of marketing,
Journal of Advertising Research, 25, 31-39.

Beard, J. G., & Ragheb, M. G.(1980). Measuring leisure satisfaction,
Journal of Leisure Research, 12(1), 20-33.

Bentler, P. M., & Bonett, D. G.(1980). Significance tests and goodness
of fit in the analysis of covariance structures, Psychological
Bulletin, 83(3), 588-606.

Berman, B.(2005). How to delight vyour customers, California
Management Review, 48(1), 129-151.

Bickart, B., & Schindler, R. M.(2001). Internet forums as influential
sources of consumer Information. Journal of Interactive

Marketing, 15(3), 31-40.

_92_



Blackshaw P., & Nazzaro, M.(2006). Consumer-generated media( CGM)
101: Word-of-mouth in the age of the web-fortified consumer,
New York: Nielsen.

Bolton, R. N., & Drew, J. H.(1991). A multistage model of customers’
assessment of service quality and value, Journal of Consumer
Research, 17(4), 375-384.

Borgida E., & Nisbett, R. E.(1977). The differential impact of abstract
vs concrete information on decisions, Journal of Applied Social
Psychology, 7(3), 258-271.

Bowden, J. L., & Dagger, T. S.(2011). To delight or not to delight? An
investigation of loyalty formation in the restaurant industry,
Journal of Hospitality Marketing & Management, 20(5), 501-524.

Brakus, J. J., Schmitt, B. H., & Zarantonello, L.(2009). Brand
experience: What i1s 1t? How 1is it measured? Does it affect
loyalty?, Journal of Marketing, 73(3), 52-68.

Carman, J. M.(1990). Consumer perceptions of service quality: An
assessment of SERVQUAL dimentions, Journal of Retailing, 66(1),
33-95.

Chatterjee, P.(2001). Online reviews: Do consumers use them? in
advances in consumer research, Mary C. G. & Joan Myers-Levy,
eds. Provo, UT: Association for Consumer Research, 129-134.

Chen, C., & Chen, F.(2010). Experience quality, perceived value,
satisfaction and behavioral intentions for heritage tourists,

Tourism Management, 31(1), 29-35.

_93_



Chow, W. S, & Chan, L. S.(2008). Social network, social trust &
shared goals In organizational knowledge sharing, Information &
Management, 45(7), 458-465.

Chitturi, R., Raghunathan, R., & Mahajan, V.(2008). Delight by design:
The role of hedonic versus utilitarian benefits, Journal of
Marketing, 72(3), 48-63.

Creswell, J. W.(2015). Educational research: planning, conducting, and
evaluating quantitative and qualitative research, Upper Saddle
River, New Jersey: Pearson, 5th ed..

Cronin, J. J., & Taylor, S. A.(2000). Assessing the effect of quality,
value, and customer satisfaction on consumer behavioral intentions
in service environment, Journal of Retailing, 76(2), 193-218.

Dann, G. M. S.(1978). Tourism satisfaction: A highly complex variable,
Annal of Tourism Research, 4, 184-194.

Dong, P., & NYM, S.(2013). Servicescape elements, customer
predispositions - and service experience: The case of theme park
visitors, Tourism Management, 36, 541-551.

Engel, J. F., & Blackwell, R. D.(1982). Consumer behavior, New York:
Holt, Rinegart, and Winston.

Finn, A.(2005). Reassessing the foundations of customer delight, Journal
of Service Research, 8(2), 103-116.

Finn, A.(2012). Customer delight: Distinct construct or zone of nonlinear

response to customer satisfaction?, Journal of Service Research,

15(1), 99-110.

_94_



Fornell, C., & Larcker, D. F.(1981). Evaluating structural equation
models with unobservable variables and measurement error,
Journal of Marketing Research, 18(1), 39-50.

Francesca, D. O., Riley, J. M., & Pina, R. B.(2015). The role of
perceived value in vertical brand extensions of luxury and
premium brands, Journal of Marketing Management, 31, 881-913.

Faller, J., & Matzler, K.(2008). Customer delight and market
segmentation: An application of the three—factor theory of
customer satisfaction on life style groups, 7Tourism Management,
29(1), 116-126.

Gnoth, J.(1997). Tourism, motivation and expectation formation, Annals
of Tourism Research, 24(2), 283-304.

Gross, T. S.(1994). Positively outrageous service, New York, NY:
Waner Books.

Hicks, J. M., Page, T. J., Behe, B. K., Dennis, J. H.,, & Fernandez, R.
T.(2005). Delighted consumers buy again, Journal of Consumer
Satisfaction, Dissatisfaction and Complaining Behavior, 18, 94-103.

Holbrook, M. B.(1996). Special session summary customer value C: a
framework for analysis and research, in advances in consumer
research, eds. Kim P. C, & John G. L, ]Jr., Provo, UT:
Association for Consumer Research, (23), 138-142.

Holbrook, M. B.(1994). The nature of customer value, in service quality,
Roland, T. R., & Oliver, R. L. eds. Thousand Oaks, CA: Sage
Publications, 21-71.

_95_



Holbrook, M. B.(2006). Consumption experience, customer value, and
subjective personal introspection: An illustrative photographic
essay, Journal of Business Research, 59(6), 714-725.

Howard, J. A., & Sheth, J. N.(1969). The theory ofbuyer behavior. New
York: John Wiley and Sons.

Hunt, H. K.(1977). Customers satisfaction/dissatisfaction overview and
future research directions, In Conceptualization and Measurement
of Customer Satisfaction and Dissatisfaction, Cambridge, MA:
Marketing Science Institute.

Katherine, N. L. & Peter, C. V.(2016). Understanding customer
experience throughout the customer journey, Journal of
Marketing, 80(6), 69-96.

Keiningham, T. L., & Vavra, T. G.(2001). The -customer delight
principle:  Exceeding customers expectations for bottom-line
success, New York, NY: McGraw-Hill.

Ko, J. J., & Suh, Y. H.(2012). The effects of consumers’ delight on the
loyalty in service encounter situation, Management and
Information System Studies, 31(2), 231-251.

Kotler, P.(2002). Marketing management:  Analysis, planning,
implementation and control, 11th ed., Englewood Cliffs, NJ:
Prentice-Hall.

Kumar, A.(1996). Customer delight: Creating and maintaining
competitive advantage, Unpublished Doctoral Dissertation, Indiana

University.

_96_



Lai, W. T., & Chen, C. F.(2011). Behavioral intentions of public transit
passengers—-The roles of service quality, perceived value,
satisfaction and involvement, Transport Policy, 18, 318-325.

Laing, J., Wheeler, F., Reeves, K., & Frost, W.(2014). Assessing the
experiential value of heritage assets: A case study of a Chinese
heritage precinct, Bendigo, Australia, Tourism Management, 40,
180-192.

Lin, C. H.,, & Kuo, B. Z. L.(2016). The behavioral consequences of
tourist experience, Tourism Management Perspectives, 18, 84-91.

Lounsbury, J. W., & Polik, J. R.(1992). Leisure needs and vacation
satisfaction, Leisure Science, 14(2), 105-110.

Maghnati, F., Ling, K. C., & Nasermoadeli, A.(2012). Exploring the
relationship between experiential marketing and experiential value
in the smartphone industry, International Business Research,
5(11), 169-177.

Maister, D. H.(1993). Managing the professional service firm, New
York: Free Press.

Matzler, K., Hinterhuber, H. H., Bailom, F., & Sauerwein, E.(1996). How
to delight vyour -customers, Journal of Product and Brand
Management, 5(2), 6-18.

McDougall, G. H. G., & Levesque, T.(2000). Customer satisfaction with
service: Putting perceived value into the equation, Journal of
Service Marketing, 14(5), 392-410.

Money, R. B., Gilly, M. C., & Graham, J. L.(1998). Explorations of

national culture and word-of-mouth referral behavior in the

_97_



purchase of industrial services in the United States and Japan,
Journal of Marketing, 62(4), 76-87.

Monroe, K. B.(1990). Pricing: Making profitable decisions, New York,
NY: McGraw-Hill Companies.

Ngobo, P. V.(1999). Decreasing returns in customer loyalty: Does it
really matter to delight the customers?, Advances in Consumer
Research, 26(1), 469-476.

Novak, T. P., Hoffmann, P. L., & Yung, Y. F.(2000). Measuring the
customer experience in online environments: A structural modeling
approach, Marketing Science, 19(1), 22-42.

Nunnally, J. C.(1978). Psychometric theory, NY: McGraw—Hill.

Oh, H. M.(2000). Diner’'s perception of quality, value, and satisfaction,
The Cornell HRA Quarlity, 41(3). 58-70.

Oliver, R. L.(1997). Satisfaction: A behavioral perspective on the
consumer, New York: McGraw—Hill, International Editions.

Oliver, R. L.(1980). A cognitive model of the antecedents and
consequences of satisfaction decisions, Journal of Marketing
Research, 17(4), 460-469.

Oliver, R. L.(1981). Measurement and evaluation of satisfaction:
Processes in retail settings, Journal of Retailing, 57(3), 25-48.
Oliver, R. L.(1993). Cognitive, affective, and attribute bases of the

satisfaction responses, Journal of Consumer Research, 20(3), 418-430.

Oliver, R. L., Rust, R. T., & Varki, S.(1997). Customer delight:

Foundations, findings, and managerial insight, Journal of

Retailing, 73(3), 311-336.

_98_



Oliver, R. L., & Westbrook, R. A.(1993). Profiles of consumer emotions
and satisfaction in ownership and usage, Journal of Consumer
Satisfaction, Dissatisfaction and Complaining Behavior, 6, 12-27.

Parasuraman, A.(1997). Reflections on gaining competitive advantage
through customer value, Journal of the Academy of marketing
Science, 25(2), 154-161.

Parasuraman, A., Zeithaml, V. A., & Berry, L. L.(1988). SERVQUAL: A
multiple-item scale for measuring consumer perceptions of service
quality, Journal of Retailing, 64(1), 12-40.

Paterson, K.(1997). Delighted clients are loyal clients, Rough Notes,
140(3), 221-234.

Patterson, P. G., & Spreng, R. A.(1997). Modeling the relationship
between perceived value, satisfaction and repurchase intentions in
a  business—to—business, services context: an empirical
examination, International = Journal of  Service  Industry
Management, 8(5), 414-434.

Petrick, J. F.(2004). The Roles of quality, value, and satisfaction in
predicting cruise passengers’ behavioral intentions, Journal of
Travel Research, 42(4), 397-407.

Pihlstrom, M., & Brush, G. J.(2008). Comparing the perceived value of
information and entertainment mobile services, Psychology &
Marketing, 25(8), 732-755.

Pine, B. J., & Gilmore, J. H.(1998). Welcome to the experience economy,
Harvard Business Review, 76(4), 97-105.

_99_



Pine, B. J., & Gilmore, ]J. H.(1999). The experience economy. Work is
theater & every business a stage, Boston, MA: Harvard Business
School Press.

Pizam, A.(1978). Tourism impacts: the social costs to the destination
community as perceived by its residents, Journal of Travel
Research, 16(4), 8-12.

Plutchik, R.(1980). Emotion: A psychoevolutionary synthesis, New York:
Harper & Row.

Reingen, P. H., & Kernen, J. B.(1986). Analysis of referral networks in
marketing: Method illustration, Journal of Marketing Research,
23(4), 370-378.

Richins, M. L., & Root-Shaffer, T.(1988). The role of involvement and
opinion leadership in consumer word-of-mouth: An implicit model
made explicit, Advances in Consumer Research, 15(1), 32-36.

Robbins, S. P., & Judge, T. A.(2016). Organizational behavior, New
Jersey: Prentice-Hall, 17th ed..

Rust, R. T., & Oliver, R. L.(2000). Should we delight the customer?,
Journal of Academy of Marketing Science, 28(1), 86-94.

Rust, R. T. Zahorik, A.]., & Keiningham, T.L.(1995) Return on
quality(ROQ): Making service quality financially accountable.
Journal of Marketing, 59(2), 58-70.

Sanchez, J., Callarisa, L., Rodriguez, R. M., & Moliner, M. A.(2006).
Perceived value of the purchase of a tourism product, Tourism

Management, 27(3), 394—409.

- 100 -



Schlossberg, H.(1990). Satisfying customers is a minimum: You really
have to 'delight’ them, Marketing News, 24(11), 10-11.

Schmitt, B. H., & Simonson, A.(1997). Marketing aesthetics: the
strategic identity of brands, identity and image, The Free Press:
New York.

Schmitt, B. H.(1999). Experiential marketing, Journal of Marketing
Management, 15(1-3), 53-67.

Schmitt, B. H.(1999). Experiential marketing: How to get customers to
sense, feel, think, act and relate to your company and brands,
NY: The Free Press.

Schmitt, B. H.(2003). Customer  experience management. A
revolutionary approach to connecting with your customers,
Hoboken, NJ: John Wiley & Sons.

Schneider, B., & Bowen, D. E.(1999). Understanding consumer delight
and outrage, Sloan Management Review, 27(3), 21-32.

Sderlund, M.(1998). Customer satisfaction and its consequences on
customer behaviour revisited: The impact of different levels of
satisfaction on word-of-mouth, feed back to the supplier and
loyalty, International Journal of Service Industry Management,
9(2), 169—188

Shaw, C., & Ivens, J.(2002). Building great customer experiences, New
York: Palgrave Macmillan.

Silverman, G.(2001). The secrets of word of mouth marketing,

AMACOM Books, New York.

- 101 -



Sivakumar, K., Li, M., & Dong, B.(2014). Service quality: The impact of
frequency, timing, proximity, and sequence of failures and
delights, Journal of Marketing, 78(1), 41-58.

Soscia, I1.(2007). Gratitude, delight, or guilt: The role of consumers’
emotions in predicting post—consumption behaviors, Psychology &
Marketing, 24(10), 871-894.

Spreng, R. A., Harrell, G. D., & Mackoy, R. D.(1995). Service recovery:
Impact on satisfaction and intentions, Journal of services
Marketing, 9(1), 15-23.

Steenkamp, J. E. M., & Geyskens, 1.(2006). How country characteristics
affect the perceived value of web sites, Journal of Marketing,
70(3), 136-150.

Sweeney, J. C., & Soutar, G. N.(2001). Consumer perceived value: The
development of a multiple item scale, Journal of Retailing, 77(2),
203-220.

Tassiopopulos, D., & Haydam, N.(2008). Golf tourists in South Africa: A
demand-side study of a niche market in sports tourism, Tourism
Management, 29, 870-882.

Tse, D. K., & Wilton, P. C.(1988). Models of consumer satisfaction formation:
An extension, Journal of Marketing Research, 25(2), 204-212.

Verma, H. V.(2003). Customer outrage & delight, Journal of Services
Research, 3(1), 119-133.

Villanueva, J., Yoo, S. & Hanssens, D. M.(2008). The impact of
marketing—-induced vs. word-of-mouth customer acquisition on

customer equity, Journal of Marketing Research, 45(1), 48-59.

- 102 -



Vollmer, C., & Precourt, G.(2008). Always on: Advertising marketing,
and media in an era o consumer control, New York:
McGraw-Hill

Wang, Y., Lo, H. P., Chi, R, & Yang, Y.(2004). An integrated
framework for customer value and customer
relationship—-management  performance: A customer  based
perspective from China, Managing Service Quality, 14(2/3),
169-182.

Woodruff, B., & Gardial, A.(1996). Know your customer: new
approaches  to understanding customer value and satisfaction,
Malden, MA: Blackwell Publishers Inc.

Wu, J. J, & Tsang, A. S. L.(2008). Factors affecting members’ trust
belief and behaviour intention in wvirtual communities, behaviour
and Information Technology, 27(2), 115-125.

Yoo, K. H., & Gretzel, U.(2011). Influence of personality on
travel-related consumer—generated media creation, Computers in
Human Behavior, 27(2), 609-621.

Yuan, Y. H. E., & Wu, C. K.(2008). Relationships among experiential
marketing, experiential value, and customer satisfaction, Journal of
Hospitality & Tourism Research, 32(3), 387-410.

Zaltman, G., & Wallendorf, M.(1979). Consumer behavior: Basic findings
and management implication, New York: John Wiley & Sons Inc.

Zarantonello, L., & Schmitt, B. H.(2010). Using the brand experience
scale to profile consumers and predict consumer behaviour,

Journal of Brand Management, 17(7), 532-540.

- 103 -



Zeithaml, V. A.(1988). Consumer perceptions of price, quality and value:
A means-end model and synthesis of evidence, Journal of
Marketing, 52(7), 2-22.

Zeithaml, V. A., Berry, L. L., & Parasuraman, A.(1996). The behavioral
consequences of service quality. Journal of Marketing, 60(2),
31-46.

Zhu, F., & Zhang, X. M.(2010). Impact of online consumer reviews on
sales: The moderating role of product and consumer

characteristics, Journal of Marketing, 74(2), 133-148.

- 104 -



1

.

3} 7ol A3

=
=

o

ID No.

sted who] RAHH FA BHo|9d

S

FoR APYrh wEl A& e

o 0 B B e e

Aol ET} A A o] &

o &2 SAY A13x oA

ST A E7 AP A3

HIU7?

d

L
o

B X

AHE =Y

N

AEAA A @

N
B

ol

n

kA o] A

2 ool

~

20184 10¢
- 105 -




Lohge $% Aol Bt a £9) Age =gel e AUk o
o] 5 o ddl FosAE A=l wet sid WMo Viaste] FA17] wf
o,

AReHA R S RIE A e

Aol&7k APE o] A2+& A=5stsith Q| @ | @ | 6

Aol &7t AP U9 77k A3k wfgo] gl Q| © |0 @®| 6

Aol &7t AP Yol A EuE FAt Q| @ | @ | 6

Aol &7k APE o] 7zte] e Qe T Q| @ | @ | 6

AolE7t A Al Ay 7| =4 Q@ @ @ 6
[o] &7} A Al 734 =70 whlck || @
o] &7} A2 Yol A St 7]E& AAbetit |l @ @ @ 6
Aol&7k AP A Adeleka Azsict Q| @ |e|® | 6

AolE7L AL e ANS By doAT Q| @0 @ | 6

Aol Bt A Al A2 E AMIS A HTh Q| @ | @ @ | 6

Aol &7t AP B2 A4S s HEY Q@ ® @ 6
AolE7t A Al ME2E AAES WA st QYW@ @ @ | ®
[o] &7} o] & Al ABARES BWol At |l @ | @6
[o] 57} o] & A EitstA ¥ dss ST o O 0 0 @©® | ®
[o] &7} o] & & AFu(dFETdE 5t |l @ |0 @ 6
Aol&7ke a7 A AgEsn JA2ds =40 |l @ B @6
Aol&7ke B Ads AgEd sd47s =40 |l @ B @6
AolE7ke A Ads AgER Fuiihe =40 |l @ B @6
o] 57} A & 7IdFS AL AL &A%Y | © 0 @ | ® | @ | ®

- 106 -




A EgEHE Al v

iy
iz | 6|0 |60 |06
LY
Mﬂ @99 |
*T oo e oo
R
Wﬁwﬁo SEESEESRES)
"
WﬂwAU CERCSRECHES)
2
T | W
N~ | 9% | %
NS e
— N N
| KX
—_ e NN g
HAI oo | o | T o)
U ECN I P =S
WA e = #
N A g |
TN T | = | =
o | Lo | o | | X
™I | WE | wmm | e | o
—_ —_ —_ | |
™ ™ ™ _ | =
oy | o | o | S, ]S,
o o |5 | |
=& | = | 4| A

ol

Al FAI S

T =

o

]

M ZFEA] =X

ot FEol thal e o=

T

Hﬂ ©le|oe|6
ey

Wﬂ @99

¥T oo | e e
MR

=L 0|8l e|a
N

A ENICRECHICHIC

| |

Bl ||

Z‘.:l Z‘tl zto ,_lx_wn_

= (Bl | X

o = = 2

of pIX =

Ve B %

_l ot o) —

F W F ||

ul = | e oA

= || = | R

T | T | o | ol

g0 | o | a0 | o

fe) je) fe) je)

W N | ™

ou | o | oz | oo

s |o T |

x| ®|®|®

- 107 -



M 952 $= 7017t AFagol e ol a3 TFUYh
obel F=ol el oALA AZAsA=A ABE= ARl VEA
TAHANL.

A WA e gz e
&E U U EREE R

ldaA 23 AR diHow e D @ 0| @6

NhkA| e APl olF Ea PR © @ 60 @6

hE oA e wek Adez FAQY Ol @] 0| ®| 6

7] g AP LR ofgel thal AT 2| @ ® 6

Bee S5 Aalel R Agndel e AdThol B TIIY
ot oot & A o9A AASA=A AFEHE A ViR
Alal FA AL
S NEEE .
19 1A= e gz we
A A KEIE SRS
Aol &7} o] & e TAAoE T Aot} S )
Aol &7}t o] &5 thE AFEA AFT Aotk @1 @

a8 | A= .
532 O HE (A= | o
SNS & :éi? :Cftf] ol | ey | mE

SNSY &=729]] A7k AF et S AAe Ade S Aot © | @

SNSt 2270 Aol ) AEE F4E A | © | @

SNSH 21 Aol7} o8 U ARSI 34 Aolk| D | @

- 108 -



V.oee euae Qwd Age da 2aqut. 2ae 9n 43
Fol v Eabe] FA7] whgeh,
L 71919) A D 2 oy
2, Adle] e D A 21 3D
@ -9 550 o
D uZolst @ gt Ay} ® Yt 29
L i
4. F13te] AgoHE? Dwe @71 Q) 7I%
R D 0wl B O WAL B N0 0BT
2527 @ 400RH-S00R T ©) 509 o)
D 3297 QuAT DA
6 Adte] 49129 RN @A § A9
o g 3y 9 714
s pn ag | DTRRATE |0 3 TVl o/
g AusFE | O WAV 6T
A R g panieie) (e, oz ) ek )

<

=
LS

- 109 -

of $eAFAN tws] gAFTH




	제 1 장 서론
	제 1 절 연구의 배경 및 목적
	1. 연구배경
	2. 연구목적

	제 2 절 연구의 구성

	제 2 장 이론적 배경
	제 1 절 해상케이블카
	제 2 절 체험 마케팅
	제 3 절 지각된 가치
	제 4 절 만족과 감동
	1. 만족
	2. 감동

	제 5 절 체험공유
	1. 구전
	2. SNS 공유


	제 3 장 연구방법
	제 1 절 연구모형 및 가설설정
	1. 연구 모형
	2. 가설 설정
	3. 자료수집 및 방법

	제 2 절 변수의 조작적 정의 및 측정문항
	1. 해상케이블카 체험마케팅
	2. 지각된 가치
	3. 만족
	4. 감동
	5. 체험공유
	6. 측정문항


	제 4 장  실증분석
	제 1 절  표본의 특성
	제 2 절  신뢰성과 타당성 분석
	1. 신뢰도 분석
	2. 확인적 요인분석

	제 3 절  연구 가설 결과
	1. 연구모형 적합도
	2. 가설검증


	제 5 장  결 론
	제 1 절  연구결과 요약
	제 2 절  연구의 시사점 및 향후 연구과제
	1. 이론적 시사점
	2. 실무적 시사점
	3. 향후 연구과제


	참 고 문 헌
	설 문 지


<startpage>13
제 1 장 서론 1
 제 1 절 연구의 배경 및 목적 1
  1. 연구배경 1
  2. 연구목적 3
 제 2 절 연구의 구성 6
제 2 장 이론적 배경 8
 제 1 절 해상케이블카 8
 제 2 절 체험 마케팅 12
 제 3 절 지각된 가치 23
 제 4 절 만족과 감동 28
  1. 만족 29
  2. 감동 35
 제 5 절 체험공유 40
  1. 구전 41
  2. SNS 공유 43
제 3 장 연구방법 47
 제 1 절 연구모형 및 가설설정 47
  1. 연구 모형 47
  2. 가설 설정 48
  3. 자료수집 및 방법 55
 제 2 절 변수의 조작적 정의 및 측정문항 56
  1. 해상케이블카 체험마케팅 56
  2. 지각된 가치 57
  3. 만족 57
  4. 감동 58
  5. 체험공유 58
  6. 측정문항 59
제 4 장  실증분석 61
 제 1 절  표본의 특성 61
 제 2 절  신뢰성과 타당성 분석 63
  1. 신뢰도 분석 63
  2. 확인적 요인분석 63
 제 3 절  연구 가설 결과 67
  1. 연구모형 적합도 67
  2. 가설검증 67
제 5 장  결 론 73
 제 1 절  연구결과 요약 73
 제 2 절  연구의 시사점 및 향후 연구과제 78
  1. 이론적 시사점 78
  2. 실무적 시사점 79
  3. 향후 연구과제 81
참 고 문 헌 83
설 문 지 105
</body>

