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Moderating Effects of Switching Barriers on the Customer
Satisfaction and Relation Continuance Intention

— A Comparative Study between Korea and China —

Fang, Mei L1

Department of Business Administration, Graduate School,

Pukyong National University

ABBIRAE T

This is a comparative study on the moderating effects of the
switching barriers on the relationship between customer
satisfaction and relation continuance intention through
both Chinese and Korean sample analyses.

The data for this survey consisted of 342 customers (Korean
195 and Chinese 147) who had experienced the beauty salon
for at least 3 months. The results through SAS 9.1 and AMOS
4.0 show as following:

First, in the main—effect model, irrespective of country, both
customer satisfaction and interpersonal relationship were
positively associated with relation continuance intention in two

countries. Especially, the switching cost affects the relation



continuance intention positively in the Korean Model but does
not significantly affect the relation continuance intention in the
Chinese Model. Second, in the interaction effect model, both
satisfaction and interpersonal relationship are positively and
significantly associated with relation continuance intention in
the Korean model but not in the Chinese model.

Finally, the interaction between satisfaction and switching
cost and the interaction between satisfaction and interpersonal
relationship are all not associated with relation continuance

intention in both models.

Key Word: Customer satisfaction, Switching Cost,

Interpersonal Relationship, Relation Continuance Intention.
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(retentionrate) o F&< vIA A F{HES =olaL o= 53] o]
FEFE VA H= Aor Zdste] gkth(Dorge et al.1997; 33, <

A 1998).

|

Cardozo(1965) ¢} Anderson(1973)° & Hx 7]t} w=ef #3H
AT o8 Wust dyE AlFstar vt wkeke] A&nvjRbEo] Al
7F Z1dlell w1 Sstohd, AlFAFS o] el =2 Tdl= AlFel did F

.

AAQl QAle WA = Flolt} o]Edt @it tF & ¥ (contrasteffect)
24 E3loA AdF FHo] Xt} ®E3F Olshavsky 2k Miller (1972) 9F Olson
and Dover(1976,1979) ¢ 2J3F A= AFgo]d9 &2 7|t H|F A

Fo AAR T G AFA A ta A4 ZAhE Rolgkn AR
%

nAREY e Folg B AN T34 A9 ZE2 Ao

2R FAR Bad RAANA A Q54 Aol ohe} 3]
&

3 (exchange) o] & 7NES o] L3 Fulat—dujx}e] TAZS AR
e AR A HIHH S #A9HAIY (relationship marketing) o3t &

o= Fofro] RHAHIL vk BAAG IS Ao V|Er ol @A
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AE3 s AAAAFA BAE D8, A1, AstA7l= 34 (process of
creating, maintaining and enhancing strong, value—laden relationships
with customers and other stakeholders)"o]2}al g 4 St} (Kotler
and Armstrong 2004).

HARAIE S Ade olalisty] flsiMs WA Ades JidS ol E
a7t k. Adets AA E9454 A (discrete transaction) 2F A
1 3 (relational exchange) |2t T 714 318 7@ o s F-E&lo] A
T otk =54 Adst AFrUAclde] AHoR o]FoAX = BFFE
A A WEo] wie Hasites 54 Ads Wi, A wgolgk 3
Aol o] F3 FAFgeFxete T Bt A7|FoE J¥HE EHS
Y3l ok (Dwyer et al. 1987).
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o 7192 A3l Adrr obd ZU1E B elM A Ie] A EH1 B

HAH Ade v Ao 7
ofzt mEie] AAA Al = Jor dAE AAR skl At o]
Folxlvh, ABAARE wd SpEY S| A &4l AATE Fasithal of

2
rO
S
2

992 Frdons AN

A 1 #AE FAS] Y8 HUe =85S 7]€Att(Morgan and Hunt

1994).

A71E A s PEdt A ATE RojFEr &, A glo] g
NdE2T 9 Assta, s S7H719, 88 7149 A&l F

3} (Zeithaml et al. 1988). 7191 T3t w30l 42l #AAE FAg
o=2H uA Fx, JHE BAE FIERNE T (EE) T2 aRE
45 & v (Arnould 2002; Bloemer et al. 2003). ©] ¢ &2 A2 <l
T4, 7H AE, dxE Fo] #AAZFIEE Hehle 1459 FH o]
ok @713 #Alel o Eskes A AR Ee] AdE T o] SUstE

Bgatr] g AP S NNEE e e asdd] 29S WRE A

vg A 2uAE Abel o] - Al ATV CE Aold s U

A el A A el A3 Bee AR
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420000 | o8 1 | AAR) A, AR
A | A, gEy gesd,
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244 (2003)
o] 317 ¥ k]

Az A438(2004), “mEAC o] Fe] wAo] AAAEA e w A
7

A3E D53 BAASAES BA

TEANA | A7 wtSete FulAls sEAet Y #AS AEA7IH

S o 2 FI1R1E A AAREE B AFHe FH 92 F

4 (AF3 5 2000; Selnes 1996). HESet 1AL A FF=pelo] A
5 ASA 7L BAe] HeE A3 7IA ot ®jEeF nZo] A A3
of wrEatdvtd A FEAelA o @o] d¥HE Zloth(Selnes 1996).
Ganesan(1994) 2 &4 % A7oA BE74de who] B4zt
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T Aengs AA Adste avAES g4 BlEdSs & 5 Qe
Zoltt.

A &2 7|ES #AE B AEE BAE Adste A3 BdE o
WSk Bl olth, SR Hete] w2 vE o Q] AEolu An]
25 HAA wAEA et

Agu]goldt 7|Eo Ageld AT AgAE dAskete= Ay wddsto]
aH|AEo] AAA SR A Zsh= v goR FHd Ei vgtE A BE
B8-S on]stt} (Gremler, 1995). 71 ®roll% Jackson(1985)2 7] A

 BAE GEstr AR A AR Ao wo] Hadt s, e

Hlgolt}, A&nH] 82 A H (Morgan and Hunt, 1994), A4, 734
(Sharma and Patterson, 2000) ] €& Z3FITY,

24A (200009 AToME ASH G2 1ol Z[Ee] o] &t U=
AMulA A TS o E AP AAF AR A8 F e AeEE AAE &
A, A vE, AeA vl Sl /H] 542 NERES st
o Zosta ok S AEv g2 uAo] | AMu|AAFAe] AAE
S doju= BRI AMBlA AlFAE dgksto] oby]d 5 Q= H|E-0
t}(Lee, Lee and Feick, 2001).

AME| 2 Aol A ghu] 82 71E] ABlA AleAE AEE AHl A A
AR At Sl ety = vl o FojE + Qv

ol Agn]Goll thsh SAF2 AT vhFetH A w7AE g
goll tigh A77F JAH I Q= Aotk o714 ofH Aeu] g9 o]

of 7 4t & = fle Aolth Al 54, AIF 54 Tdx
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2HAF RQL 540 mek den g Fo) 9l A g g 37 o

o]},

o

2. Q17+4 #A (Interpersonal Relationship)

AZHA IAE AT MUl AlFAF Alolo #Ayshi= 1A fuj
Az A3 & 9t Berry and Parasuraman, 1991; Turnball and

Wilson, 1989). QIxk2 sFomh @53 #AE WAL 4lo] she 2249

|

AeE AT Qlom, 1@ BA} AB4E 1 Anse] o oA
A %R BAZ f45kn4 e (Sheth F, 1995).

Gremler(1995)+ AT A8|A AFA Atole] iz, 4A1F, 2144,

<)

A, A8l d XY 59 JEgeE Q7td #AE HY3N 1 Gwinner et
al.(1998) ¢ AFelM e 1A Z FFARS] RIEY AAlE Atg A o5, 4
214 ol5, FAA\ol5 st Pl 58 SHA Ao

Jones et al.(2000) = Az+4 FA &} A Ful Atole]l AAE A3

7193 A4z I #Al= A B dEgs £ 1A
719t 1A 714 #AE Fete] A5, 4, A dA e 22
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Y
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e}
(@)
g
(@)
@
(@)
[
w
(@)
)
—
O
O
(@)
s
OFO
o
\\]
(@)
(@)
=

EMe e 5o dge @) HEd woh S8 AAE Agets A
sAFAe] BAE Feka AWl FASHEY 222 Bty F

Asteleh o] Ao olskd aAe Aulz ABAe] HPAB A7 At

138



[e)

i
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HHA A
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R

vy 2=l aAy 79

S
=

= °l

=

€]

(relationship—specific assests) ©]

1)
=

b},

)
gl

of "ARARE

1l

h=
Liljander and

MU aatbd o A

171 o
1

ko)
94 o 4ol

GELA

[
1996;

Al
™

1l oF

oF(Bowen, 1986; Czepiel,

AE A BAR AEE oo

=

=
q A}

[e)

=

Beatty et al.,
19

CEINE

&FaL, Anje]

S

o]

59337 (e.g., Hogg, 1994; Riordan and Griffeth,

=]

H

) 7§ A 7F FtF(Berry and Parasuraman, 1991; &
[e)

s H(elg.,

=

A H] 24k ol A

L —

R

[e)

b ol g sheld wg

=%

B

5
A

L —

R

°©

=8
9 AAE FE
%)

P

2
==t

=

sk
Strandvik, 1995; Price and Arnould, 1999). ©]¢

Aol "nh. webM 2 Al

o AMu]2A AE AR A
1995), vHAIE & F-of A
Al AB) A A FAZFA] 7Ee)

gk 9], 2001).

1990).
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Lee et al.(2000) < A-AES &

]_

e

Eakd E APl A gkn] 8o

"
52

or, w5y} Adghh] g At

ol

=75 TR =4 vehdo
a7t EATHL S

Lee and Cunningham(2001) 52 =3, oJ3AE oz vz 3]
AU S Fokol A3t go] A AdEes Aus 45 w7 dE
o sk
249, A 1999) 5 Aol Aol =55 T Es

ol Zow et ot Aol HE FHE Fod We

oty
A,

X,
o
o0
>
¥
2
)
ofo
1>
A
1
=
ofo
e
N
1A
ol
ol
o,

i,
N
s

d
il
-
At
ol

S, AR (2002) S LARAE AW 5] mAZK, mAT
%, A8ug L ojele] WEnsk e AT me] vAE GBl
el 1 BANE AFHoZ AAal Wk ke Jones(2002) 9]

Foll Zzdte] Aulx ATAS DASHY BE AU S A%H] g, A
bl g, SEulg, BANE, 2uE, BUES T AHoR 3
o sheiet,

57152003 F o] FEA AAE ATMAL @ AN Ans EA
DAWEL AvhAs ] wAe ol A 2AEAE FA5
o Ag g T4 BIAYEE, S S, OB gwr 2AEAI 9

= Ao 7 ey
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A62 sAHT

1. ¥ % (Involvement)

HFoALe JdS A A A g A4 fdk o] & (social judgment
theory) oA fFal¥ Zlo® T2 vEs} gt wAe gt =4 ¥
9 stz =YESlor, Abotrld (self—concept) 7 #H-S W1l AF &
ATH.

gore] Jide "R B AHR FEEoke] HFo®

i

H
&

Krugman(1967)<2 #oiEe TVH19e AAAFTE Eole] @2 Ho

Q‘:.

i

4l
oL

g 2= AL WA JESTNR T AE B BErt 94

p

b, 22 B RS zte ARAY AdEe rSlsh] Aol el Wi

£ 2

=7} ARt &9t} Zaichkowsky (1985) = AH] A7 o]@ thAtof

—

]_

T} Mowen(1985)2 A LEE Ap=of &) o5+ A4 /i F&

Oft
38

dto] =7l QAL #EE Ee $HEE e Zolgtn B9

/J (personal importance) oy} T o] FFolgtal H oAl o]= AlEFe

1o

54, 4%, ARUAA 2 &ulde SAel L Wity 49sn
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alp
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il
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bl
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weba gl o] o
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&F L A}f

TolME oS FARTRE AR

2. A 717 (Length of Relationship)

A 7170l & o] et A #A

e ¢

7bol whet o

s

i

A7

2, 7]|Edd F=2 Fulatel g ap Ako] o A7}

o £d8S Fi3 o|lF9 Y (Dwyer, Schuur, and Oh

-

%

1987).

Qlako] BAk} el A 7}

A=

&

__i

Ft} (Anderson and

343 st

= =
LAt

ks

s

e

Sullivan 1993; Anderson and Weitz 1989).

3

t}(Anderson and Sullivan 1993). 7 A3},

Eis

FA ek A A4

W2}

o] #AA

el

Q]

55 s
o,

A el gk Ao ek A

L
R

t} (Kalwani and Narayandas 1995).

=

=
T
o|J
W

;01_

A dA el o

o
R

Levinthal and Fichman(1998)

and

Verhoef

UL,

N

f%l:

3

Al 717kl whel A kel v =

o

Hoekstra(2002) 9] o wt=
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o] zfo]7} Qa5 vr3lTt.
webA] A H] A o] & AFstel Qlojx AMHl A AlFAF W AMH|A AlE 7]
o] AnaLe] #AAA| Lo Lo JFS v A Aolgt= APAF (Jones et al,

2000; =99 AFL, 2002) ¢ ZAS 2 ATl = BAVIES FA

ol
ol

MER Azetel #AVIgke] MR Qe Had Fus

Fotct.
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Slof| A
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ol
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321 A}l Oliver(1991)

s

M g

and

13tk Taylor

S

ko

FS 1

<

3

A -l 2] Bl

A 4ol

=
=

of

1
T
dr

—_—

A

|

wAkeke dAE

A

o AoA AR

-
[e)

(1998)

o
g

=13
EL

Baker (1994),

SHA 714 A

i

70

W 2 Ao

K

ol
JH

&

—

HH

2.2 A&7 (Switching Barriers)©] "X+

7}. A 3H8] 8 (Switching Cost)

0|

] g

o
Ry

7 A8t Fofo A Nilssen(1992)

o
-

oAl Ping(1993)

f%l:

S

o] Al

=
=

el Agh)go] o

Sh Aol A

FATE. a2n] =}

ol

o\
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o] BAAA AT gkt (Dick and Basu, 1994; Gremler, 1995). © %
Hgo] FobdaE uASo] = ey Feito] A7 wiiel An]
2 Al Al gk SEA S FolAl Hr A= AFA ] TheAdo]l Eof
A At} Jones et al., 2000; Morgan and Hunt, 1994). Fornell (1992)
< UHE ohyZt AR e AAFAE FATIe T FEds A
zatlh Add, 24d(2002) % o]/v]& W SFAH| A AFY

of HMenlgo] anjate] TR o FFe vIHS AFTH R HFE

Ags geistel 1w ATES QA 47 #AASY Fo 2
k. »

1986; Czepiel, 1990). 4@ st=t Aesh Aol NS FidA &

& asel HE" 7l 24 dval F9sidiai(eg., Hogg, 1994;

rir
o,
N
N
iE

A= 289 4

Riordan and Griffeth, 1995), u}#A g &1 F-of| A
mAS 7193 AAse] ==va A5st(e.g., Beatty et al., 1996;

Liljander and Strandvik, 1995; Price and Arnould, 1999). o]&]3t 2 u}
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25 FHo] ==t Uones et al., 2000).

7Ha 2b: A BATE AL F5 dAAS R A Jlolt.

2.3 A3 (Switching Barriers)©] "X+ A3 2853}

Sharma and Patterson(2000)2 d&H]go] e HAPo= nAe &

1o
of
ot
)
o
ol
Oft
o
1
>
o
\
allg

i A e

v(%
shx grobw Al g wiel ABBELS 54 Fa= A7} V) el

I
o

2 wHo] wAXS e B JPYL o A A

T8 Bl AZHAh

7Hd 3ar w3 dAAE LY WA= A g o] Y] met e

AL 59 #- M| A FA AN AR, AEF sE S AT
o= WY AMulA ZA|E F7Fetth(Gwinner, Gremler, and Bitner,
1998). Gronroos(1988) = F1 ¥ EH 3o I3HA Fojzto] n7Eol
A B FEls F=o1 Y Frenzen and Davis(1990)+= A oA &
© AP A EEe Al S AuliolA A A dAIITAL eFith A

!

314 &g jE=o

Hy a2 Ay Apeke] AAA Gl JF

o

A3 A0l AA WERA e FFANE o H3] A A%
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1994;

Dick and Basu,

1991;

utel v} (Berry and Parasuraman,

al

Frenzen and Davis, 1990). A3 g8t Aol A <

e ¢

Ea
==

wAE A

3
pus

131 2tk (Hogg, 1994).
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L

UARSZ o] W Mu|AAP| ZATH o] = ARbE <
H7tek  Oliver(1999) 8l "EAL d9 AFA" 24 P4 ntHoz A
o3t Spreng, Mackenzie, and Olshavsky (1996), °lAl, &2
(2005) F°] ARE-st uANE HE 375 ARS3te] m&Ae] Hy¥bARow

wEd A, M JEE S4asie,

2.2 #AAEFY=

W ATelM s BAAEES o] nge] oles fdl o 54 A
Hl A B AES ASHA ol getnat e uRA AT 75l Sl
A B ohE ARRFECIAl Ml B AFe] S5l diE] g e s
FAE 7bsd o Z g o)stal Morgan and Hunt(1994) 8] A5 nlg o=

A (1998) 7 0] B4 (1999)9) #A A% I8 2FdL B3 AL oY

30



2.3 A&

vy

& Aol Agelgs SHsk7] SlsiA= Lee et al. (2001) ©]++A,

O:x

°14 ¢ (2005) 59 Aol ol $HYR FEES B Aol wA AT

of 5EFOR Yt

2.4 9174 24| (Interpersonal relationship)

HAE MFe F=2 A7 #FHA == #H4 (personal relevance or
interest) ¥} % Q% (importance) ® =AU AFS, ¥4 (2005) 9

5
=432 Beaol 4EFow ST
2.6 BAZ

Jones et al.(2000) 2832 AE 1 (2005) oA AFEFE SAA F2 A
X

il Gl ST BAASIIOE ATEANE SHOR v g

AN
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7P R =0l A FA7E 10978 (55.9%), A7 86

==

1)

o

k

o] 342

o3z 90

WAk 577 (43.59%),

== =
T

2l

ol o}
& A

37t

H(44.1%) 2

A2 10U+H-E 3074

(56.41%) 0.2 Ax}7} ¥ Wk}
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K

S5 v

sio] 2087} 7S] YERG o,
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o 7V =
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Njo
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AR AFHAY 2 8§ A

o\

—
>
Rl
o
M
1%

2=/ ol gk (reliability) ol & 4 st1ak sh= dAdolyt

o
AowA, 444, 484, A57ks

S
r
oX
3
X

I

2,
ol
fats
rlr
N
it
T
o
R
rlr

FANE 59 A% del ANBAE FH0e] WY duge] &
AsHeAS i) glste] AbgsH= Crombach’ s Alphal4 (L& kst

) AHgetol NS AAE S A2 Lsgtel o= 3

ol AFAo]l =il B7tE ¢ A=A dei & 7|ES flvh

Jey AwrHow auks YubAgTE 0.701deld SHYRES] A

e

B Ao g7 A w8 0.9099, BT = 0.8447, QAHA
A= 0.9500, 481 L& 0.8779, 183 FAAESIEE 0.9224¢] whd

of ToAanAe] AFE 24dds W2 0.8545, ¥k 0.8364, <

o~

2 #AA = 0.9098, A0 LS 0.8214 181 TAAEIEE 0.8762

O

It St F= anjabe] A e Ad0%E B Be e =l
Enfsl dupgko] 0.70142 A3t 9ol (Numnally 1978) W& 43

ol FREPSS Foledrh(E4-2).
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Cronbach Alpha#kt

;i
;OO

2

Z_l

704

T
Njo

T

)

0.848

0.889

M
e

0.821

0.877

e g

0.909

0.950

0.836

0.844

0.876

0.922

HAA & 0] =

i

3

712 e Azl &

AN

ol

X
4r

B

S
=

H (principal component analysis)

A 7+ 3] A (varimax

s

<]

Foith 2elm Hojw W% 17) o

S

°o]-&

S
=

rotation) ¥

S
=

1154 (eigen value) 10|40 2 Q1A A2 (Factor loading)

A

F4-3>9

<

A=

—_
10

0.49]
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QolRA Ay =AHIJEEOS LA (construct) HE TG xPow
Fola gJo FAME A= BA7F 9l Zow dukdE)
< E4-3> 2R FRAN|AE] F4F QR
- QA ATk ool 7 gk T B
.9_?_] =%
K dx FE O @% TR @n I
0.84  0.82
0.79  0.77
Asg 5 0.79  0.76 3.520 3.005 17.60 15.25
gs) 1'%9-59
073  0.65
0.86¢ 0.84
Q17HA] 4 0.85 0.84 3474 3.051 34.38 30.27
A 0.83 0.79
0.9, 0.78
DR 6y Ox8ik
AR L 4 0.78 —0.78 —3.080 2.986 50.38 45.25
(=3 028" (Ol
0.76  0.75
0.84  0.81
o & 4 0.82 0.78 2.838 2.751  64.57 58.77
0.82  0.74
0.81  0.70
0.90  0.86
kit 3 0.87 0.82 2.672 2429  77.87 7091
0.81  0.79
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Fol

S

= °l&

H AREE = 4ol

s

=
[e)

Al
=

P ol

°©

Alskoitt, &<elA @ QlE-AI (CFA: confirmatory factor analysis) < ©]&%]
A7 FAIH0=2 4=

ol

P /83 W20 2 (Anderson and Gerbing, 1988) Amos 4.0

°©

1%

H

s

J_.NO

Ar

GFI(7] =734 5) =0.869,

[e)
3%

A <E5-4>0 A48}

IFI=0.951,

2])=0.902,

1

ol
-
N
2

NFI(

AGFI(ZE 5 &A]4)=0.828,

d.f.(RF%) =160,

AGFI=0.835, NFI= 0.880,

=])=305.240,

0.857,

=

[e)

254.841, d.f.=160, (p<0.001) .= }ebrt

Chi—=squar (F}o] &}

(p<0.001)olar, T=° A% GFI

IF1=0.943, CFI=0.943, X?

CFI=0.950,

HH

4=4>014 LhERdE vlkeh o]

¥4-4). <%

oH(

Al

1

=

95% A F T3] FANE

S
=

]

A=
=]

F g%l

=

4=6>4 &

kYA

P et AZEEA e g

°©

9
4-5>9} <

[e)

i

kYA
o

<

)
n
—_
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< ¥4-4> AA A g gl

a0l Q1A A gk S.E. C.R. p —value
b S T S e S
0.899  0.874 0.078 0.116 13.339 10.645 0.000

s 0.769  0.705 0.000
0.911  0.853 0.083 0.118 13.463 10.556 0.000

0.690  0.622 0.122 0.099 9.016 7.922  0.000

0.709  0.743 0.000

Askn] g 0.756  0.708 0.108 0.093  9.855 8.974  0.000
0.849  0.630 0.126 0.092 10.953 8.032  0.000

0.851  0.762 0.150 ~ 0.101 10.977 9.559  0.000

0.840 0.835 0:041 0.060 = 18.265  15.335 0.000

Q1714 0.940  0.890 0.000
A 0.944  0.839 0.036 [0.066 26.222 15.493 0.000
0.916  0.8290.039 | 0.059  23.547 15.134 0.000

0.779  0.872 0.109  0.093 10.040 12.265 0.000

Pl & 0.749  0.794 9.602 0.000
0.741  0.633 0.128  0.091  10.085 8.817  0.000

0.783  0.702 0.125 0.084 13.339 9.918  0.000

0.949  0.904 0.000

AALE 0920 0925 0.039  0.051  23.453 18.957 0.000
o 0.769  0.681 0.060 0.072 14.896 11.256 0.000
0.814  0.700 0.054 0.683 16.824 11.733 0.000

_— X*=305.240 d.f.=160 GFI=0.869 AGFI=0.828
................................... IF1=0.951. . NEI=.0.902. . .CEIZ0.990
2= X*=286.024 d.f.=160 GFI=0.857 AGFI=0.835
[F1=0.943 NFI= 0.880 CFI=0.943
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=0 A wolEgl A7HA TAZE 0.494, W53 Q1A #AIZE 0.459%
7B A dEbet dibd o ® AdAeE 0.5~0.6011 iR A5
FEOFY HAx E  FHrb o oglew WeEte gl

(Multicollinearity) & A= Q= Aoz IAdHAG(FHZFY, FHol4f

2003).
< ¥4-5> AFE AFAA 3H7)
SAT SWI INT INV RCI
s 1.000
A 3hn) & 0.162™ 1.000
(0.326)
A7+A A 0.382™ 0.530™" 1.000
(0.655) (0.856)
Yol 0.166™ 0.137" 0.187" 1.000
(0.360) (0.300) (0.487)
A A &0 & 0.556™" 0.408"™ 0.640™  0.188™ 1.000

(0.838) (0.632) (0.287) (0.47)

*p<0.05 #=p<0.01  *xxp<0.001
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< ¥4-6> W79
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