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The Effect of Brand Image Restoration Effort on Consumer Behavior

in Brand Extension Failure: Focused on the Beauty Service Brand

Jung Sun Choi

Doctor of Business Administration
Department of Marketing
The Graduate School
Pukyong-National University

Abstract

Brand dilution may occur when new brands make an identical image to
that of a parent brand. Despite the great attention regarding the effects of
dilution on brand extension, there is not much research focused on brand
dilution in the beauty industry.

Hence, this study discusses-whether extensional failure types have any
effects on negative emotions and negative consumer behavior(brand switch
and negative WOM) for potential dilution toward beauty service brand. Also,
negative emotion and negative consumer behavior could be reduced owing
to the moderating effect of the type of image restoration effort.

The primary purpose of this study is to evaluate the types and attributes

of image restoration effort and its negative effects by consumer.



Secondly, to examine the transfer in the knowledge of parent brands and
to prove the moderating effect of the type of image restoration effort when
customers evaluate brand extension failure for potential dilution toward
beauty service brand.

For the experiment, first of all, extensional failure types which are 2
groups(similar/dissimilar) between subject designs were performed.

After an hour, the types of 1image restoration effort which are
3groups(defensive/accommodative/moderate) between subject designs were
examined.

A total of 465 female students participated in the experiment who have
been to beauty salons.

This study is investigated in two sections; one is the qualitative research,
the other is the quantitative research.

The results of the qualitative research show as follows:

First, this study found that consumer had thought the evaluation of the
types and attributes of the image restoration effort.

The type of defensive effort <is 'denial’, ‘excuse’, ‘justification’ and the
type of accommodative effort is ‘forgiveness’, ‘apology’ and @ ‘behavior
modification’. The type of moderate effort is new type through out focus
group discussion.

Second, this study‘evaluated consumer's negative emotions. At first, the
study was done on a personswho experienced failure, which the consumer
would express negative emotions through the interviews

Third, this study was verified- negative. emotions of disappointment,
despondency, anger based on unpleasant—arousal dimension of PAD scale.

The results of the quantitative research show as follows;

First, it was found that the consumer attitude was changed to the
negative for parent brand when the dilution occurred on brand extension
failure of the beauty service brand. The knowledge of parent brand was

transferring new brands consequentially.



Second, it turned out that brand extensional failure was positive
influenced by negative emotions.

Third, it was found that negative emotions on brand extensional failure
was positive influenced by negative consumer behavior.

Fourth, it was significantly difference in brand extension failure, negative
emotion or negative behavior at similar extensional failure. but it was only
difference in brand extension failure, negative emotion or negative WOM at
dissimilar extensional failure.

Fifth, it was reduced that negative emotions were only influenced on
brand switch and negative WOM owing to the type of moderate effort at
similar extensional failure. but it was reduced that negative emotions were
influenced on brand switch and negative WOM owing to the types of
defensive, accommodative or moderate effort-—at dissimilar extensional
failure.

Though our study .may provide some theoretical ~and practical
implications, there are some limitations. In.addition, future studies should
further examine the ‘effect of the types of image restoration effort in using

advertising for several occasion.
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oF tha AaE B, o7t Fojulae 14.7%% 39, o380l 13.1%% 49, vA

slojafreE 10.7%% 5915 7ISdh Zilate]= nEPAEe] gy AlAe 3
3

, TEAEe] ARl FEEWA FEE & 4 luk(elHldE] EFN 2008). ©]

Z



A% vg AA BAERE 19729 B ZiAtol= v GHIAE o7kl FoR| 'S H|
F8, £2801(799), U Foj2=RFre83d), old FAAABRE) § T ZAe]
= B=go] drkeldd s EFN 2008).
Aol FEAHA AT @SN HAE S Fo SRt ohye} sjelelMn 11
Stk 71 AMEE AR, @A ddetA Z1gdEetal gl tEA e vE
gl

A A, S E FoaFoe, EFFH, ol7FA dloju]x, o]E dFlojAA,
F03& o] Soln ol E7|ge Z+7F 2008 129 A vFE HEH 120974, Hvr5F &)
o] A~ETIS 16897, BEFFE 9009719 ZA:Matol= HAIXE L9 F¢ Ao HIHI

ATHA S 2009). T3+ T Sojis Bulsmdgor (F)uFdxe  ‘gorS vEsiy,
EmEAe £ & Curl, F)3lAAAL] ‘ZeAlgo]’ Fo] WA 9o, A A1)
A ZEete] TG anr s FEULE F4oR2 3 AgUAPAYg S A duCdds
2009; =E4F 2005). &3 &dd folEs 3 714

o= 2008 12¢€ AA F=, LA, olEeel, 9=, Al7kar

JE A FojaFye, 2002 HlolAa 2004 Hrheo] FHGujgS e =3 FAl,
20043 o]l w]gol7tulnE 7| A 3kie] 7kA} & o] = loi(eltld gl EFN,
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A 2 A BdE dZAH

1990 t) ZHHAE BRlE o] 8ol w3 A7vh Qo] gk diFRe] Ay s
of BHE 54, sAEe] 54, Fadre} sPgAEt wFs o] 3, Bd=

shgo] A% 2 A9 (Gurhan-Canli and Mashewaran 1998; Keller and Aaker 1992;
Loken and John 1993; Milberg et al. 1997; Rome 1991) Tl 2H& st &
Wsh B mBu st SAE 1o A 9d(e.g. Aaker and Keller 1990), A& W5
o] A3 (e.g. Boush and Loken 1991), Al W59 H3/d(e.g. Alba and Hutchinson
1987) 5ol thFo A gkt

B AToAM s 7SS BAE g3 33 Ay Es F8, WA s il Bd= AR

Ho| el Apol ks MAE ol Aol vl AR gt

1) #AHd(similarity)

HAE e FAA BEUAST ol gaje] Aue AFr FTHo Q7] 94
olgHth wepd 4TH Bas $99 APe wHEste] FAA b ro} A Fol 2
Aow dold & glEvel ofyel o] IR 2005). AMAoZ HuAse} 3

SICHLE3) 9] 2007).

FAP Gimilarity)o] @ @ chere] AWl £4FFo] BE therEd AAAAL AR
AEg ot oF 59 /1l MRS AFE BASE 45, AFE ATAE o
2

o AFSHAAAZALE, HA7HAL A & 2 5 TS
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OFE 7+o] A A(Hauser and Shugan 1983)3 H3}(NoSofsky 1988)% AHWsl= $23%+

e &5 sh7] wEolth

AR, s 7He] AAANA F udE e A4H fAMS ARIEE S gERT
o] A (distance)®t HF A (density)ol 71918t Krumhansl 1982). & A}=ro] Atz o=
RS G U= F UEES Aol AUFez @ dAS ddof e Y AYE

ZHAAL Q= el 2% 7)ol dAeke Aol Wl Vxd BEARE AT
(Fiske and Pavelchak 1986; Sujan 1985). o]&gF HF3} o] &2 AH|A7} A3y Al Eol
gt JRE g A xZetar olgh AR ts] oALA wsl=7tE o]set=H o] &5
Mz & AFES 4 AFe]l &k £4 BERES 7|9 T
Z %ol xdsta z2 3 e Qo] EF(classification)o} = 3H(differentiation) 7} &-©]

255 A 3H(Alba and Huntchinson 1987). Ttk AlFEo tgh W3
st 7 Zpoll A o] Fofx] 7] mEo] ofw gk 7]Eel SJEfA aH| AL M stk =Tk
2R AEFR 7 B ddel] & dFSm XA "rh(Loken and Ward 1990). 7]&9] A
TES §4 Aol HEstel A A nX= & "HeiAe B 7 A A3
S HAFIUAR, fFAdol A mX = ko= Adolsk 7hd 3 AR ES BTy
Y (Broniarczyk and Alba 1994; Barone et al. 2000; Park et al. 1991).

AWHA o7 fAfdo] & BAS Fel e EHAT g sAEHE JiHo=
Aa@a son, ok FAAL FAH R mudsel A Ete BEE FA)
g, A AL FAMY, AR AL RE REEe] g of Sth(Aaker and Keller
1990, Barone et al. 2000). A& Aol oJabd, BHA= A5 23 AF Tholl A o]
S W AavAke] Hrbh 3o Aolgt= AE(Gurhan—Canli and Maheswaran 1998;
Loken and John 1993; Milberg et al. 1997)°] & Wi, ZH A =9} H|FAFSE &30l A
282k HlE=7F FA A olgt= Adl(Broniarczyk and Alba 1994; Barone et al. 2000;
Park et al. 199D % it} o= RHA=S} S A% He] FAMd o] & Aol g &
AR HEE ouldte Ao] ofydle e HoFE F7107| % st

flo

B oglvh ogE AvuAE

rr
ully

_

=)

-y
a



2) AP A(typically)

AP 7128 FHBA= Jrke] tii4 o2 o2 AWEH s Flo] g WHFst
o]}, M5 P (Category prototype)> ‘Holl thdt 5o A= ¥

Joll w3k A4 A’ ew2 A" 5 Qdil(Estes 1994), A& A (typicality)> ©]
W HF(category)®t  W/d(instance)#e] AdHAE Bogd F  Udtk(Veryzer and
Hutchinson 1998; Barsalou 1983; Median and Smith 1984). 12]31 A3 574 #|#F
HT Qb AlFel webA FFEE G UAIRE, AM|RFY] AREAES whel Aoldk wFo] AlE
ZHl = Aol 82 4 Jh(Barsalou 1983). HFH AFL Av|Ae] AFEFU W
T3t 2 AFEAC B FUHA F2ed 43S A, 494 BdEs IARIEY £
oA o Al Aew d#Aal Jrh(Alba and Hutchinson 1987). A&

o5 WFo dAHlE(frequency of instantiation), 9 <A (familiarity), ¥ 54
AHE H% o)A HA(deal attribute)?] EAF8E so AdAATNA Austar ot

(Loken and Ward 1990; Malt .and Smith 1982). ¥x¥kx o =g =

5
2,

o
X
A

X,

oX,
o,
i)
2L
fo
o

PP AET =2 AFEH

;

APAEY AerF & AES Halsts 45, AHgES 7
FWHF(category) & HIF L2 Hetsy] wiitol] FAMIS =4 A7k 4= At (Dhar et al.
1999; Tversky 1977).

Alba®} Hutchinson(1987)2 ®F9 TH3 78 AFAY 553 ou= QA
it AP AAFRY B T8I 84 =7 A9 A A5 BF

of 487 F irhn stk 944 TRE G 2MAZ A4 BAEe] ) o

N
L
i
=
D
e
)

N

Rl

=
Aud A4 722 2% 24 4¥Y wA=e} MY

12 &

S
BYE B e AU 5 IS Aoz el UE B, e B 2

t} HEAA F2SFAE A FE(similarity-based
2~

i
K
M
1%
Y
o

inference) 2. X% L 27upt AR 3k FE(schema-based inference)< 9]
ngit}y, A7|upt AR 3k F2o = &4 AP A(attribute typicality)ol] #3F AJFA x| 2] o]

AAAT. S oW AE7F 2 ASERFY F2 dE A4HEE O Axe a2 15 134
=

J|m
oX,
=
D

@
ab)

=2
—+
<

=R
=

e
o
N
)
™
poy
o
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!
b= AL g ol olg sk a¥E 2 X4 A2 (precognitive process)ol] AT Ao
A2 tidel disk Blxy JARbd Jrldk FAA R #AE Qo

, WFolAE AFH o] AzFEeE TS 9udti(Nedungadi and Hutchinson

FA N 2 S uhe dH o] g 9, AFAE Y ide A dEew I
st71% Stk S5 A #gk 7| dAgEo] AFAEY FAM I B= o) A A
= THSA i &8st A97F Bob EAlE A A 1-AlFE 2Fd o] AR elwt 2
st AES EEdte 75 Holi Uk AH daAA 9 o] B4 Bl F AFT B
AN=/Ad S Fo fde= B glom, BHAE He] ol F AFHT7E A3 o
Z7Fetka &¢lth. Maclnnis¥ Park(1991)2 &H| xS oAEH A= 52 2k Fdte o
3 AW QRlEe] AR e 8Qld BEE fAHEA A7 AE eRlEs wEd
Ao g AztatA] il A2 n7t FEE S @AAEA wolsolr] miiEe] 1 ey
o 4 AFa4hE 2HAF 3 ASS XA e A5 SAS sty Bxse
qs FdsA He, ol AR(in wides FEstal ok BA= gl lojA
Aol B 715 Ae RAE S FAAEL 52 FAMde] S o] Aotk
ot Al o] REE=A] AN A R Fo) @AY olor & ee glue o]
ATHO] &, o]¥l1F 2002). Park et al.(199D-&-2HFAF e g4 A 2to] AFAL
o] FAbE H oluel RB Y=o} SPEA|E ghe] BA= Ui dydel Ak o] Folxlth
L AR F FAAAREe] R A=Y gy 3tEsE, BI= o] folaitte

Zolth, WA Simonin¥ Ruth(1998)= F A& 7+2] A

_13_



2445}

Bi=

el

o

ASutal shl

el
=~

=

BRCE

CURASS

hs

3 B

ol

1A

tol A LAY &4

ol s
7}

g

=
=

A3

ESIPSINPS

lo]t}(Seiders and Berry 1998).

REE R

e
9

ol Aje) o]

44

1998) AH| 2y Ao d A H[ =

A& olojA AoltHTax et al.

N

23|

Aqr

Do

il

ot

<

S AU A 17

A Uetd 4= 2tk (Kelley and Davis 1994).

5]

upeh sl v

el A7k sylel wep 1 A7kl 4wt

Kelley <}

ofiz

vl

Gl

sl o

3}
o}

0

g FEAHE BAES]

o] &

o g

=
=

7}
Davis(1994)2] 7}gel ute},

3
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MRS Al tiE B7hE WE o R A ola SEARl dhAel] B FolE 7] o
7] wiime] QEdR BI= S RBAES FL ouAE AT oA M at
(image delusion effect)”} 9% 4 2t Loken and John 1993). o]#]3F FA4% Are}l =
HE o] 2L Kelley(1973)9] #clo]2o 2 Hurla3slH, o] ¥ (covariation principle)
¥} ¥}~ 7|mFER(causal schemata) 222137 Hl(causal expectations)® o] Xt} vl 2}
7V A7) Age] Huegta dekbE XY Fds oriE & w, F A sy &
S u AREA ] 7Ex7 Do Ankal erh(Friestad and Wright 1994). &g <13 2~7|nfe}
U A7 E Holde ARE Algstd 88 A58t 2 5+ Avk edd #ejArt

=
Foll W3 $47 PJriz dZ29 = gt 287 i dudez 94 F23d £4e
FA44 ARE, 2% 46 deixe S8 HEE Ak A BAHE Frke o)
Attar gt Kardes 1999).

Wernerfelt(1988)« BH= g A Z19e] o] AAF E4%02d vA= F
w3l Ak A, AEd BAsE el A Hase AEdolgte a4t
H|2p e se] Js Fol MAHoR GBS FHHE AT E ARS I

E o

o} w3k Rome(1991)= H-A 2 AHAHEI7F TLAE

_15_



A, obdAl = ofe 7hA g]lel wet vE Aolr] wEolth. 53] Bzl tigt
Bol iAol ofFol uel F-A4H Arol ek g

A= FFe vE & 9 Aol
24H Aurt sl FL FBS AT Al HE ¥ A dTs due

St
o o AT PGS v AE AL DIt (Maheswaran 1994). A4 ARV FHA AR

of vla] FAANA ¥ E2%S FH(Feldman 1996), FAA A o & Q&S nHgs=
ANE BHoFal Ut Lutz(1977) FAAR] ARE A AREY AAFE 2 HE
of B} 2 JS wHtha sk o] AT AFe FAH-HA0 B AdS S Al

L:

2) 3] & 7 (Dilution Effect)

1990dd] S0 BA= AAte] thdk w4lo] A xHMA BHI= s [ fsiM s B
< <A77 2AH R APH/AT. 27]ole FE FEAE i 59F <0 EI o'

Aol A= NS FHstdon oo Bl AAe] 3 gite) teiM = Fs] =
o5 7] AlFetA oY ol2ES SR SV A YBEUAL stk = 2E AT
M 8% AR7t medcdd ek Az Z=AgAgitd =4sk7)%  §cHGurhan—Canli
and Maheswaran 1998; Loken and John 1993; Milberg et al. 1997). ¥hH, AN =22 AW
7F obFd gyt gtk 23E U9 E7]%= du(Keller and Aaker 1992: Rome
1991). 28y B2 dEcA Bl= 4o Az Qg o] Z A H] e Bi=
Zbaboll dis Al ‘Anlzbe] Al Qlo A o] KA Al Wst(John et al. 1998)' 2 g ¥= H
= Y ads xdddeE S715S BojF L Jdv(Uohn et al. 1998 Park et al. 1993).
olgd ATEoA AR BIA=E gt 8 FU A JdS €85t BAl=

A Fg o HZst UrhHKeller and Aaker 1992: Millberg et al. 1997: Rome 1991).

_16_
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Al 332 FAHAH 7P Negative Emotion)

M| A E Fokoll A o] Folxl HA ol Akl thgk AE(Oliver 1997; Westbrook
FA4 4o AAE TS Fa A3l o] Eoke] Aol

Me AR F 7 59, S AR A BAA Aol SyAAA opbd Al e A
2 & AL AAst e, 9A Russell(1991)2 FA A #A43} FA4HQA A4S
g2t o] %A (unidimensional bipolar) 7@ o2 ®Wkth 1= A ko] H-EF
(pleasure—displeasure), 2F7|-@E(arousal-boredom)e] F+ 719 FoapPdoz ydrta F3s}
RaL j-EF(pleasure-displeasure)= 7](arousal)e} 5 HAolgtal 313}, o= FAA A}
T84 AL F()o AHAE 2= ddakde] Jidoe® X & o JrkOliver 1997). ©]
3l Russell(1991)2] 7Asfel= @] Watsond} Tellegen(1985)2 FA4 7143 K424 7H4o] =
HAolol 09 HAHAE Ztethal FASGIT. 158 g9 Aol 344 8y 744 1
T2} (two primary independent dimensions) 2= U™ s (pleasure)
= dAA Ao sh, 2Ea EF(dispeasure) = F-3H A9 s B o] xijlo] =
T flokar ettt Al ol gk d3ATE(Oliver, 1997; Westbrook 1987)& 4

o

A AA avgds 244 cnlgde] $A6 2dE F o s

N
=4

LN
X

-

A& AAGATE 53] 87 gl tis A1 del mhet 9]F-(e.g. anger, disgust,
contempt), W¥-(shame, guilt), 3 (fear, sadness)®| S22 AS AAISFAAI R T4 7+
B FAAA AAY SHAS THAE et gl

A o] o) HXE= GIFe dubdo g AH|xle B A 7FAo] Bk

[e) = o )= w ) - h=
o] RkFoll gS w At IHOliver 1997). T3k aonlxfo) 74ALS KMl olujg}
il & ok S w A=, o] Ag- ANbARd AW ofy g FAA A JFgE
Fastth Al e AFES W] A SAH/FAA Add A4S Fa AAIRE 7
Qo] avE AAste dl oA AP ARkA<Ql f3 (valence)o] A4 WFEA o
akS & = . oy FAIXQ) K4 A A (negative affect)> A (disappointment),
3] (regret), #=(anger), &<2M(anxiety), &5 (anxiety), 27 (guilt), X4 (shame), Hl
A (betrayal), #F(jealousy) & o= Au¥w olfd A4 F-A44 AL vk}
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el

b ool Q3

Bl
7}

ko] Y= tH(Zeelenberg and Pieters 2004). 0]

FEol A= I

ko3
T

gl

BESEE:

=N
[€)

3

02 2u|Ake] BiE, oALA I} %

be o

3|

g

vl A4S

S

4

=]
%

=
=

3] A

AFFAZ o

ki3

olx Aol anAdE Aol T&

=
=

1980 tjj o]
v zbe] B %, Bk sl m x|

= o] A RE 1990 o

=

SRR

el

o 7

=
oA ol gt gl &Fol s X1 YrHAaker 1997;

&) ®l (emotional benefit), 2.

4]

L=
[}

A, BA= 7§Al(brand personality)

o]
oW

RS e e 0

1999).

Bagozzi et al.

e

Pz de2

!
(Oliver, 1997;, Westbrook

&5 (complaining) %

1987; Westbrook and Oliver 1991)2 3tota] & HRAlo] dt). a7 o]

3

3

1=}
=3

(switching), T (world of mouth),

—_—

0
G

ruzel

-
A

o

!

%

)

I

=9

ol Bl

], X}

i

7)ol A T

T

S Aol B A=

o)

Ay Er

L
s
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A

sl o

AEEL o
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<E 1> FAAC EAA A £-3

3 &4
e E47%(loss), =<Hanxiety), 9|4 (suspiciousness), ¥jl(betrayal),
= 7 .
" T ) 4o th3t 3}(anger about betrayal), $-=(depression), F+7]¥
jealousy ] .
(helplessnes), 3Hanger), #4 (frustration), & & (sadness)
A7) &5 Hinferiority), 57(onging), 7N (resentment), |Gl will),Z2]4]
(envy) (guilt), F-4(denial), 2= F3F 2l2(awareness of the inappropriateness)
53] 37N (repentance), 7} (remorse), ¥ (contrition), *3](penitence),
(regret) = 2] 21/A- 2 (guilt)
214 F A7 guilt), d=7Hinferiority), T & (shyness), A
© (aggression), A Al (hostility), H]H(blame), ¥(anger), 447
(shame) , . . P . .
(inadequacy), &3%|(emptiness), A& anxiety mistakes)
A YH(discouragement), A% (despair), 2¢](dejection), ©}-&(lack),
(disappointment) | W7]A] &-5/4 & (unwillingness), =¥ (inconvenience)
e N1 F-/3Hanger), 9%-(indignation), 4 x-(rage), 2Xx(fury), 2%
(violent anger), FX(wrath), ZZH(violence), ~Ad(fright), &l
(anger) (fear), &3 (terror), F*-3(horror)
o7t 327K despondency), “Fd7Hloss), AA(resignation), F7]&(helplessness),
( 1,# : ) HHZHpowerlessness), aLH@7H(solation); 27| A(meaningless), AF7]olg
alienation
(self-deviance), | -§-2(depression)
A4 ¥ (anxiety), | $#(concern), F(cowardice), HA|(despise), ¥|H
(worry) (dastard), Z5-(wrong), <*|(shame)
wzt
o AN arrogance), 2 WKhaughtiness), B(covetous), 71%Kdeceit), -*l(neglect)
(humiliation)

Ans], A=2(2009); A3}, A2042(2006); oA, *HE7(2005); olF A, &=#(2007); $571(2009);
vlolH =roJAbd(Never.com); FAHUIFARA(Enyber. com); Google,co.kr
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A 4 A A= o|u| X3 E =H(Brand Image Restoration Effort)

1. A48 o] WA 3% =9

FAEE SR oW AF B wHe AFERYE $42 WS w A4 Y4 X7)7)
S5 o @A wrgalor & ATt B oW slofx] Fe wled AR HE AL§
A7k Bk AHIAQ melol A A AHAGS 2006). £ o= ALlelt 2L B
WAolt Bl e Aot 947 A A9 BB FAN] A% N5H BF

Coombs(1999)% 719 9] $171¢e] & vddAQ] Aol A BAss 229 5] #
AR HAste] AHsigivh. e oluAEE =8-S A Ayl AAe #F
oA, & A THAAA 7| 7Y E fg AFyAe)ld w=HAHAA =9 st
Benoit(1995)= o|n] A3l gt FAA o= o4 HFe AlEsAdg. = 7dely =
2o olm A& fEshs 34 @R 2AS vysteuA o AEdE &S 5 gl 34
& 3A F HAY 24E FAHEU A BT Adsae AAG At 99
o] #AE GHEAY= wHolt). thglo= A9 HHE FoldE AT WAL= vk
= g9l Y g Folidy= w=golth Benoit(1995)2] o2& 9717t dojd & gl
= g disiA BARslZlRTE 171 Al ZiRlel vy ZI]de] ALE 4 glE WAIA 9] #F

of 23& vtEa vk A A IEA S oM FE wE fP o] EAgEd ol HA,
Q39 Abdel T4, wAgeey AkE el Zhzbe] AF-Z o m e . Benoit(1995)2
o]29] 371A F8 o]2% EUEAM- Burke(1973)¢] Edpulo)Z ~Ware$} Linkugel(1973)
cott¥} Lyman(1968)2e] 174 Adrgo]2S 53} th Burke(1973)

o Eeulol @2 BE o|n|As)% wele Sepvle] BHARES Ao HE WAL 3

Lo
>
)
o,
rft
L
o
k
00}

HS &S] e gAY V] S AME At s <E 2>9F ol
Ware®} Linkugel(1973)2 o|u]X| 3] & o|2& FAlgo|2y BEAHo R HEA|FoH ol&

o ouAHRS g FALH AvYeld ¥ K axE FEer. e A

(denial), A7]9A] 73k bolstering), *}¥ 3}(differentiation), ¥ (transcendence)o]t}. #|A|
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g 8 AES T MY BFAHoRE AR A vl A AP HER s Y e, 74

Mot wigste] A8 A9 i H(absolutive) Bl%, A% =4S 34 A8 4

L A 3A (vindicative) B1%E, A7|QA] 3o} xE3E o] AW AWA

T, A79A Faket 29S8 4o FdEustificative) BIE=Z A2 4 k.
=2

<E 2> Ware®} Linkugel (1973)¢] A}#}o]

70 ¥ 4A 2F(reformative strategies)
2.4 (denial) 21 2] 7} 3} (bolstering)
2 sl A =f xéEHX#?l &= A HE
W= (differentiation ) (absolute) (explanative)
(transformative) =43} HeAl H= 43t =
(transcendence) (vindictive) (justificative)

upA] 2o 2 Scott?t Lyman(1968)9] 1142 Amol &2 GALSHA o|m x| 35 w2o] &3}
= HE® d9g(account) ¥} st ALSHSHA Ao A G Abghe] Hlato] tis] i]le]
ol WAooz g gsh=rtel dis] &gk o]Zolth W (excuse)?t AW S}(justification) 7}
Rt o] F ZHA Q4 ' dA ofF-epE i zbolelE  ThA Apel os AHE 5 3l
=, ¥ o= AL (A Zx HR e As JdRSHARE 2o gk d gt ol s
ol x| = ZolH, A= A WolSo|Xnt o @l e7h X AkaL ARlekA] F=

Zlolth. Scott¥? Lyman(1968)2 ul 7k« ®H I} A4 7px| 8] BHsts A Alstqivt Wl 7F
| W& Alal(accident); 57 El(defeasibility), #5% Z% (biological drives), 4<%
9H57](scapegoating)©] i, oA 7kx| o] G sh= 13 A (denial-of injury), 3|2 AH-
(denial of victim), ¥4A#} H]WHeondemning the condemners), =44 & (appeal to
loyalty), 7ol & A(sad tales), A7]A Aself-fulfillment)S &3},

oA B o] AFEL FANHY AT onAEE wHow 9v|velet vt
o2&}ttt 71 thE A el 4 AFEE Coombs(1999)E & < ow I 7Y
ol 223 o] AL BAE oA T wHe FestiA MU AR o

=S gEskal 91719 Fiel whE The ek oA 3 =
2ol AAEATE 2w A7 GARAE A]ls Aaat sk Akl weh o]w A3

EFES AR A, AR, WY, ‘AYs)l, ‘S A (ingratiation)’, 7A@ 97, A}
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o
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o] wlglo|la 1 t}Eo 7 AFA,

[e]

=

Jang

1
R

AHBenoit 1995). oJu]

]—)

el 917]

Marsh(2005)
o] Z(rhetorical stasis theory)

(prescriptive)
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CHE 4> o]MAEE we] HAAT

Scott & Lyman | Ware & Linkugel .
Burke(1973) Benoit(1995) Coombs(1999) Marsh(2005)
(1968) (1973)
171AFUA €] A=
= = A Ao Al3lo] 2 5] Ho] =
Cehut o] | 1A MAolE }2o] & o|m| ] 3] o] & AR o0 ) Aol
FAA g
a4l "= -4 (denial) (denial)
(absolutive) A2 8ol
EREE T
5] Ay s
r=7) W (excuse) Q]3] (excuse)
v (evading
AskEel g= responsibility) Asbder
(vindicative) a9 =44 (justification)
%ﬁ\_(rt'educing A7) A )5
offensiveness (ingratiation)
Aol B of the event)
; | 2 8l ©] 7] 2F
(explanative) 117 49 A ﬁ K
Qs (corrective (corrective
g e | 0 action) action)
(justification)
_ A 7} X 3}o
1‘51%]—5}];“5 /\]-Eﬂr%jé‘l: T = W
(justificative) A}# (apology) B ool XD

2. Au|2 A9 e 3]&E -2 (Service Failure Recovery Effort)

M) 2 Aol digk 3)&5(ml{E: recovery)

o ALg 3L

E(recovery)<

A=

1998),

QRN
A -

4]

v

Qurg 0w

o Lol

= doli 1FE ] FAlo

T

i

slstel Ak

oF&rst AMH|~E Al SHA

Qe

i
ASER

o

[¢]

pLl
rlr
Y,
tlo
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55(1# It reprisalDEt= 8§07} =85
3| FolgtE ol ARE o] 7= AAHo|t}h H(reprisal) 2k
AAA A ZHE Q] HH4E 5

g G Ae o

|2 AF AEHAL I
FHH(FAR AL,
AqH] 2~ 3] & (service recovery)e AU~ A FA7E AB] 2 Ao

8501 (Grénroos 1988;

= Smith and Bolton
o ey Ay = uAe EE IEstar ¢s)el|




18 AH) 2 Al E P55 vt (Smith et al. 1999).

Aol .
Aul s Aol migk Aok a2 719del ofwx et aze] m A -5

88t

th A9 E ARde] WAEE A TN A A Al o]y AuE ofEA 35T
ZA7bell WEk Weke Yy FRschAdE 2010). Al FolA7? ol ARIHISS
ojulatE= Aol 71gat ] dAlel] FAAR] S Frh wheF 7ol HuE F<
shal F|Ewes HA &S A9 nAold, ¥4 - Fo] WA o, o 7|99
(Tax et al. 1998). 1=HAITF @2 AF-oA] An]2 A3

b
2
=2
X
o
)
o2
o
tilo
=)
i
povs
o
P8

B 2pe] mbSah A e o] e o] B mobAE (A
A(recovery paradox)’ = 73} tH(McCollough and Bharadwaj 1992).
olgfst Au|2d] o] 3 HAFTHQ ATEe HAEIHME o8& AZFH d(eg.,
Chebat and Slusarczyk 2005; Maxham and Netemeyer 2002), Alygl2 7|HE& 83+
A EAZS o] 83 AHZEAH dA(e.g., Tax et al. 1998; Weun et al. 2004), 28] CIT
7IMS o]&3 A4 AF(Hoffman et al. 2003)=2 Yo & F itk
¢} Tl Eo], o8& 7INhe R 3 J|EY AMulZ Ao} 3 Fol| #e we HFH AT
IA F 7R SHeR FEE £ 9ttt A HARE FAA ol E(fairness ‘theory)¥ 1L
ghol&(exchange theory)el <AE £ AHl= A3 3 35, + HA=E Az BA

SAE E A2 294 Aae) AEs A 78

o
Z31A4 "thar 3cHFisk and. Young. 1985). AH|A AdiE A3t uNEL xpalo] F9
st w=E@ly 7o) SEdEs T3 ARSHa ke @& (KAl 7o wEdA v T
=]

(Kotler 1997). o|&EA Azt S (perceived justice)S EujaAHA

N
N
Ll
r‘(
r%

(distributive justice), Zx}&AA(procedural justice), 18]x A5 2884 A (interactional
justice)®] Al xdom FREATHTax et al. 1998), ¥hH, wdo|2L8 A3 A w3k(social
exchange)¥ 7ZAA| % w3k economic exchange)C. & vd 2 4 9t} A3 A wse x4
W 3lo] E(resource exchange theory)d] A4 A w3 (symbolic exchange)o] &@st= 7
o= A 9(status), AEF(esteem), F7(empathy) T Ael/Are2 o] E3Hevt

(Bagozzi 1975). °]¢} th=24 AAA w2 APugto] Z(resource exchange)o] A& %
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. ZH(utilitarian  exchange)ol] 3siZsl= Ao=w JFA, Az A 59 AAAH ALY
(economic resource)®] ¥3tEt}(Bagozzi 1975).

=4, ABAFN s Arls A $ 35N Aeld g B84 A i
< A Az Aafe digk AZHda Mu 2 359 JAG F UM A Wow E
AL ST AE] 2 A st A AMH| 2 Ao gk %]zt 4 ZHd (perceived severity)
& o] QIAGE AH|2 Ao Ak Aolth. & MH|2= AlFA7E 8- Abatet

BAS v steete 5o HAS thek A2 dANE, AHAE ARl Al A E o

2
iu)
r°l'

of EdzE /A vk A= ARAE AlgAbs T1Eeh AobEokd kel AlEs e
Hrhe.g. ol8Al, %8 2007; Michel 2004; Weun et al. 2004). oJ#&1ek A4S ==

°
2~ E o]|Z(prospect theory)e} WEO]7}SE o]Z(mental account theory)® Awo] 7}
Sotth WA ZRAAE o] E2 AtgEo] o]y} EAH HdEldgolA o] M = kg
AES A3sta EHAAE 918 A8S dastts Aotk ol il &4 o ol
stAl wkEsl  AdAEuE A Zolel o WzkeAl ¥HggtH(Tversky  and
Kahneman 1992). Z22]al #Mlgo]7} 2 E o] &2 HAszi o] E4o] 3=om e o]
2oy o aA AZstA "9, EARGEAE olelS Elai A dekskti(Thaler 1985). ©]
T ol8ol ot AMulz [ ExEe Aujx Ao A4l S wETk v Wyt 9 &

HAAd 7 AdS5S 9nFEH(Yi and Lee 2005).
& SdelA B9, 71l o3 MEj= dsle i AT Jalet &4 Ak o]
21k Fsfoll dis) nAol ISt 8Ask7] flelA e Au23E =¥ 3B A
L

(authenticity)o] 2 g3}t), e ko, YA «He] d5o] dxsly, g3 24lS 3

<

|

B3 Adwme Agge ndel F7g
2 S oS Fad e A AFT-ol%

et al. 2005; %3] 2010).

i @F A AT olojliY. A E
sl g s ate] olafel g olth(Dossey

B AAATlAE s Al E F4H AYEY 0 AFedn 1 2Am
AAH Wpeel FRHoE MY Stk AT A (2010)9) Aol mAL] A,
AEH SHow A2 AR etk £ AFelE Stk 2AE F RnadE
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&= ZA(Bush and Loken 1991)

<]

3. B = o]u]Xx)3)E +=H(Brand Image Restoration Effort)

A Al GA AAA7IH = e o

(parent brand)¢]

o ok ey AR A7E

=

FHEgs S8 2ud

o
il
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=
=

==

Z o
- —

717t

3

B =9

77 RERER Moy 7|E

3

ek

o

wjorAl &= 271324 & d(cannibalization) 2}

B =9 343 3(dilution effect)7}

Ly

2

7]

el

A717] 9]
A v
RUREEE

(2006) A+-¢]

o 917] ol

o 8%
L

]

A
R

],

b
1+t (Benoit and Brinson

ot} B

AT (Mitroff and Anagnos

°

u

S

(o3|
OX]

e

H 744 1ol %3]

ake A8

)
ar

bl A

12 2006; Benoit 1995; Heath and«Millar 2004). 7]

(6]

W, AL

[¢}
% (brand loyalty)=

[e]

MEIEERE AL R
A9, Tel
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=
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[e]
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=

17}

)
'lo

A B A} %

=

S|
(inactive response)

[e)

Eles

=S|
I=ian

A

T

<
pal

't} (Zeelenberg and Pieters 2004). & B &l

RS

°

TR E)

4 A Oliver 1993; Richins 1987; Zeelenberg and Pieters 2004; Zeithaml et
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=
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(descriptive)

<
=

b oolm| <] 3]

pul

eSS BV
kel
o) o)

}7] = 3 tH(Zeelenberg and Pieters 2004).
15 A

°©

el A

=

JTHBenoit 1995). ol

AEL 7] o] FoAA

2 vzt

AHG T8

be 497t
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(prescriptive)
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A 5 A BAA Av)A3%(Negative Consumer Behavior)
1. B¥= A% Brand Switch)

Aot Ao AAAIAR HASdsS stux & Ao aHHAY A=
24 AagsS A7 Al Aedeiol, A+t el =(repurchase intention)<}
Hel= 7d(Oliver 1981) 2.2, ol¢} g/ d-eolwe] F+4all T sz suaddles 2
ke % AAlAelth. S AHAE g Abdtell A VE AH[2 AlFdAE v A
olgdetel= s Ao xgta gojd = drk(Bansal and Taylor 1997). & Aol A=

HAE ARE Hus FEAE BAZ FRIE AL GV B ATIAE B A

b

23

=2
>
1o,
e
o
r>~l
it
Lo,
b

= (intention to switch)= X338 H3NES AREsFSITH( o] A1,

A7 2005). FEE WE AR AE AR E2QAE ASehs
H|A~E LR} 222 24 & % YR Zeelenberg and- Pieters 2004). Reichheld<}
Sasser(1990)& H3HS ‘w9l o] (customer defections)’ olg} A olatar: 7|4 a17q
A Agets M=o F43% FoidAE ASHow SHAAA a9 o]y WA|sfoF &
thar akgint

Oliver(1981)= Avw4tilel wtatdel SA 3 H7bel| Ak Aol 2o SAAn =
of g BA= A mAe wHsFo] W] v BAstE A3t Yok Lattind
McAlister(1985)% A Ae] ThFY 7 &7 A2 Bz [dagta siglor
Keaveney(1995)= AH] 2~ 4H¢]

A, AHs FHLH B3, MR AdulEks, DA, s 24, viAE A d8l 87
1

2

A 5% Qa1 A

2. AA F-ANegative Word-of—-Mouth)
Tl Alell B2 Al 2AS I e, T4 AMEEY FEd], v 92

71w @k old FuAdsel Ajolel A%l ZEd dRe F & vk Apde
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Asch(1956)9] dAFelA] s]ZH ATt o] AT AHg A oo ZA aHE AL
°]& Venkatesan(1966)¢] A -olA An|Atdd-sat ydedsto] ekt o3k sxol A
BA Abs]edgfeolgtar whgl vk QQrh. Cohen?t Golden(1972)e o]}, AH|A}e] oJAA
g Igol= ARAQ SHelA AR o] vERE o dtkal sl S Ald oy 7t
2 9f o] A@A SA7F AA 52 5 glar ARl &de] oE=d & gl A A

g FAEA HF FAAQ] A2 BAlEe] Ao JFS A 5 =T, o=

oA ARl sl FAH FrIE &njAke] v]je] o] o

ﬁq
M
o
o%
LU
o
u
)
o)
o
o
ol
N

wjitoltt. o7l A4S dAT(Fiske 1980; Klein 1996)o A FAZ 0 AR} 4%

A, 2143 A (impression formation) 2.2 AbgHS tiAle] 3l dubA el Fulo] o] FA
A ARBEY Bg2A JH v 7hsxE =t (Fiske 1980; Klein 1996; Skowronski and
Carlston 1989). F+ WA, 742 Hr7k-gGA4Q0 Hrrt O X4 (diagnostic)o] il A E A
¢l 7}A|(informative value)E 7t (Mashewaran and Mayer—-Levy- 1990; Skowronski
and Carlston 1989). da=fe] g HA|=] F7le gk AFE A HH, Holbrook(1978)
& YAx] FHS A A (factual)Ql A H7LH (evaluative)?l AOoZ o] AlFsk o
Bac Aoy Bk W3yt Je=AE S8t I A AR A QL wAAE B7EA
AR BAe Ageju Bz T SAA]D Ze®  ueiwth Wk Edelld
Staelin(1983)9] ATl E F3o] AfRA A wof FHAYA v, HH=g=r; Fufo] =

cE

o

k3]
=1

o

5 = E= T
T AFEY FHFoEA A HAE AfFslazlr sk d k] It (Anderson 1998). 4]

A}Eo] Holx o3t Bk IS &4 3|9 (loss-aversion

=

il

5 5 A~ =
ddow Agd ¢ Atk =

n)
o, o]eje =z WA sh= VB H T

Sz Q) TAse s us IA =74 2S @eH(Kanneman and Tversky

Agtge] Ao e =79 oo & WANS
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A2 A A7 A

2 e BHo mE FAY ATsiHe et g,

1. 712 19 4R

Osgood®} Tannenbaum(1955)2 UX|&HA] &S AH S dsir = 814 14S =74
s, olye 11FE slasly] 918 V1€ HEE WrZItka S8tk Anderson(1965)<]
Aol el JHe] Fr7E Afeto] shube] HRbEQl H77F o] Fold uf BAH HH
o FolAE kA7 SAAR ARE vlE] Avkal stglom, aujREe] AlF] ik v
of nla) Fujeliee] ¥ F S A= Aow e 3

Lutz(1977)& FAAQ AR SAAN AREG QA2 B Bjedd By & g3 vzl

u
Hl

$5HQ HEE 957

BAc g4 AHxo] ypgon B = glon o]e} 7S Aol H(spillover effect):=

Eodes} SFBA= HF 2uat BV7E B A= g AFH7t, 2 olde &

o
QR AFAE ABHY AN Aol Agko 2 MEE SlthR A, JHE 2005).
H

A=) BHAFE e SAHO B S A BHIERRE 5949 Ao

3] 1
Aol REAERRTHO olfd sojARl dAHolE 7IE F gls ¥Rt ofyg, BB
TRt AR AHE JARE ENE SHAES Hrtsty] wiel ggo] AsfsA
9 AA YepdoH(Sullivan 1990; Taylor and Bearden 2002). oZ, 3
of AF H AFFAES At ‘BlEARE(Vidal Sassoon)’ o] Aol & B AlE L
2 Fgsle Arole o] Adasitets RR A= mA= B84 Gk v A

OJ AW, FrAMd o] w2 AAAAC AESHA H ‘2HA(Rolex) s Al AIB A= X4
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2
s
K3
k1

71E AFS BAES FEFe R F LS SolX ¥ AAES dEA

N

71E AEFe gndth(Reddy et al. 1994).~0]d B HE" s g sto A g A]Fo] gk H-
AR ARE A6 P FFe-m A 2 Atk F 2HAES B

H sy olyel wu = g3 Al v e Bl X
B7F 7l wxx] xR oo AnxES Al w1y B4 AAs =74 A
(Heider 1958).

71 EL A o] E(Oliver 1981)S AR BHA= FAAGE HAustd, Bas ghgo] =g
S A4S AHAREe] RHA=<] A VdlE Fa R A= g FFA0 HEAd
2 Fujgso] dojd Fojrh. 2yt HAE et SHekA] ¥ HAA AEE ¢
A HW REA= digk 71 GAs HA 23 S, AHRES AR BEds

A B Aeleh A 2wl Gl muce] $38 AFS HEss olfi ol

K
o
e
ox
ol
O
)
i,
e
o
N
juitel
2
o |
2



Fe ool gk ¢

J|

1=
o

FAFE0] o= AE 7}

ki3

olth(x1/dE 2005).

=i
RuUn

2%7] o

N2

(Oliver 1997; Westbrook 1987; Westbrook and Oliver

ATE
o o

An 7

Far vk weEbA &

J|

& 7oA

B

2]
=

=1 o
=X =

19912 &M A

o &

# 37

]

o

=

5

4

=

sl € 2007).

BolF=al luk(el+A, A7 2005;

)

o, ofe u}

]
PR

o (Seiders and Berry

7] wi
e AL 3o

SFA

tel dA A &4

Foll ofs

[
=

g

o

Z o] tH(Chebat

[ei3
=

and Slusarczyk 2005). A}

|

oot
ﬁo

N
jpze]

N
1\

Hj A Eo] B

£

b

ol A BRI E, FE= 2008). =gk 23

=
(e}

7}

(=2l 2006).

| A}l

F, Al

)

O X

d=

-
wo——/K

o] B4E 7

A&

=
=

o BRH Aw

tch(Kardes 1999). ul2hA]

ol 553

=
o

7}

A

KN
=

R Rn R R e A

e

=
=

FaA

e 2Rk RAH A () 9L WE Aotk

H2: Bd=

3. 714 39 A

el

)

_Ao
o
il

gl

Bilzo] Bk AH| Ao

N

1993), 7|

1997; Park et al.

A 9HMilberg et al.
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of whel & ATellds Bl S ol wek F44 Aol B AnAd

ol vA= GEFS Ay Eaa vey 22 dybd s Ao

H3: BA= A= A% 2n|ke] B34 4L 244 2uatg sl A(+)9 9%

g el

H3-1: BUE SRA92 A% Lulde] $A4 3Ae 2= A A(H)d FFe
" Roly.

H3-2 BAE SR80 A% Lulael $44 gAL ¥34 FA A+ JFe
"2 Reld.

4. 7V 49 HA

S $guAD AR SR AR 149 AS 4T BAn deEd 34
of % FAHe] mudEe Ay 9 el BPMEoR A delBtHAaker and

Keller 1990; Boush and Loken 1991):

BAC o] dguse 7 il sedehs AR BRI Bal= 719 {4}
B ool 71 AFEI g AEe A aEREe] & A=l AES 2B
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1995; Heath and Millar 2004). Coombs(1999)% 71919l 91713 52 HddA<l 23
AN WAst= A ¥ WAFAER BHdste], ovAFE w=8s AR ArUAcl
A A A A ERAAA T]del T HeE fg
=8t Benoit(1995)= o x| 3] k=] djgt FA Ao 2 olgd HTe A=A
ko Alely 49 o|uA E FEste w4 @ee 2de adsteda o AREs #
= T Uk

ojF| A3 E =¥ AFZE FAE AT onASE w=How 7@t BHsto
o] £3}3t3tt. Benoit(1995)9] o]& #1717k dold & Q= ol disfx HARSH7 | Eot
= $171 A Aoy 7ol AR 2l HAIAE fRe 2H S L gioh A o
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329, deEse 35 g o|mAA|F a3 He] ERkES o™, Yol FAL AlHFaw

= W@EE 19, e 138, ALAsx dd 5U@EAbsa dHE A, A2 £

flo

9

:1m

ol

), FEHEdE 19, ofold A 1, Feet etk 18, AllE 11, AYdzZetol~ 13,
AR 191, BrAbg 19, S E QERE AR 1o EFE QAT o] Fo A A-g A ER e}

UL AR 2 S5 AA olF, Z1gielt WALl olnARE A olvAAw
FnE 22t AAFGT 20009 59014 20109 4874 ANE AEn W S5
g B8 Ao AH ol Al dal AxWs 2 = AUk AFANHOE HE A
o 27} GRS BAVINOE W ol Aol ge MANuThE Ao @l B
Ao AFsaa & AISQ006)A TSk 2ARES Lolstad F ool

- 44 -



= 2
<l 4|
g ||| | -
O‘._O.._.m_WLJ. A_I A
| (T (= 4)4 ﬂ
M R AR T|T
o < b M 5 w | 7o 20| 5%
HTXOET : o | ﬂ.‘_
ﬂ%%ia%% ot 8 %ﬂ W i
N o ioa} =2 o A
N e o e e T A e 1 R
ﬂ_Hﬂ_HH‘N_l,N.._ I = B | g | 2 —~
T EEL RN T M |%| k| ™| mu M A (R
R0 X| T 0 P == || x ||| |
| o | | o | 2 o - D g <" @
xﬂﬂﬂo_sE%%%%i.ﬂnﬁnﬁwa% R 5| | B
mmﬂ;ﬂéﬁﬂ@%.ﬂﬂ@ﬁﬁﬂﬂmwﬁ7mﬂ\u|ﬂmﬂoog..__ol
N ~ [~= 0 lo | !
Wummmai Eﬂ%ﬂ@@ﬂwﬂrﬂrﬁﬂlﬁﬂnﬂoliﬂuﬂu%
ﬂﬁ_ﬂﬁi?owaﬂmﬁmﬂﬁﬁﬁﬁﬂuﬂuxHTz]_.,Eﬁﬂu_xog& -
ﬁﬁ@ﬂ%ﬂxﬂii%ﬂﬂi%xz%ianmmwmﬁ
=| 7Jo|se ﬂoﬁomuo#o#ﬂ@.@.m#EgﬂroPo__o_oﬁd e
o | T | | 75 | TH | Tk | < . %o }moxﬂo ﬂﬂﬂﬂx
zTﬂuﬂr%N&zTnmh,mo,moﬂrAquﬂiﬂQdoﬂkx@ﬁ.‘_%‘_:._oﬂ
2 50| 0| o 7y 3| 9| oF o 1o | 22| | e s et e gl
" _UTX,,.UHﬂoﬂo;U%%JI, Em.w.‘_mﬂ.m.hiﬂl_ul_u%ﬁl
o o 10| o of |5 2o 7 | i "
— oV o ME501ENF 50 50 77%%1&60
ol o ||~ ~
il ot g o B P B N el
5 7@ | 2 z i S g 75|
® | =" < | R R 2| 5|
o o8 = O | A | o
° Ko | = | R
SR TR | —
Jn - o~ —la
o OJ T " B\ W | = A
o1 ﬁo B = ;O BE | B ;lm.u ;lm.u m N
= 2 FlE EERzE R | g
ofl | =o| 30 s AR DR |
0| 30| o | Mo | T {90 2 |gr|sr| X o 2
o ﬂw}}}qoevevA o | == | | cakny
ﬂLMQnMoMoBLE]ﬂmnof.of.drHHﬂrmﬂ_4_MLMWMWIMQ_1233
| =R R0 zﬁ o |\ |7 ot %)< o) =T A v i o] o ]
— auoiﬂﬂ%%%%%olu o} a7 | 59 38 |y | &
MM%@%M%%MSGSO M%ar%@%%ﬂ%
M E R R S —==lalglgl=
ﬂwaa%%%%jjjﬁmmmmmwm2nwwms
]000000099999.9. I RIS 1=
ﬂ2%%%%00%%%000%%9.9.9.1.0.%3.3.4.
22222%%%%%mmmwm1mmm

2) 2AJTER(FGD): |7 A3

- o ]ﬂ ( 1

Bl

el

B

Py
el

<
R

™
A}
=

A

A ol A

5
<

A

B
B

15014

0

K

B

_45_



sei, ol

Mz Az, N
[e)

3l oF

1

R

of| A
A
Fo} 3 (trend and

Folst 1% 7t Aol v

S

=

=R

TATY] 1

7o)

(2) ZHARAIEZFGD)9] 7& 494 HA}

hs

3o} (Krueger and King 1998).

2] (de-briefing) A7), HH= AT A A A
4 (pattern)

pattern)<

g of 3

S

A%

|G EEFGD)] 7] 497

A4

6> =

23|
Y

o AP,

1
hm

pZS
wdAlE, A2

L

o

f

[¢)

T

=

=

ol

1
jm

A
o] 4, A3 A QAP xefape] ot

oAt

S

=

;Aﬂ
]ﬂ .
o =
7
TT|ET
ol e 18

A7A % (1A, FGD R8 F@29A), EGD

>

<
H

SRER

(34D
=

7S

ko3
T

-

i
11 A

ksl

]

Ty

[

Pz

] €
ARE-AE ZAH(questioning

1A €

P2

7

=

=

I
4]
- 46 -

=)
=

7h

-

s

] X1
LS

=

o A

ur
=

o} A&H

3

sl

(3) 2HAGEE(FGD)Y
&

route)= A}



e k] AN, Aol 2ehe wEd v YoR wEoly
& AEsHS @olv. Aol dHe AAelhs AR, B9y, A9dy, F84E, v
ol AVAFAL AW 2003). & Aol AR AEE <y 3> o] A1FAke}

e
AAE003)S] Aol weh P,

NEEE cyug HeEe
Opening Introducing Transition
orReEE F2IEE

Key Ending

<2 4> 2FAAGEZ(FGD)Y Z & tH

Al A i-(opening  question) 10~20% Woll @t tigd o s Aoz 443
=

ow, Az AR @EEE, Ash Ut BahE Ao) A dEAR 24
t}. £9] A% (introducing question) FAE A/stE AR o0 Z AARE0] 1 FA U
3 AL ooyt E sl AFAEo] FA|9f HwHolx YA LS AFEE Y

qUERT oSl AN F o FIA YR

v}, A gkd F(transition question) %=

o EENRAY JdAHEE FEssith o8 (key question) S A7e] A TSR 2
= 7 r}Fold AFo|t FeAF LS 717k 10~158 A:

o] EQAIZFS 3§ &otitt. o vl E

s okd digely Alded diste] A gl ettt

(ending question)S FHAAAES] EE T

r-1u

(4) 2FAJAGEE(FGD)Y =
Ve mydoen dwiel Hube AEWE, FEbelel 2skhs TARAL, a3
FIAS dgor Agetgion, ety due FERAs 9 suags styer o

I}

W )95t RS ool ois) B T Qe SEE Ags.

ok

_47_



)
N,
e
fm
rf
flo
N
N
1o
o,
o%
=)
Ho
ol
tlo
fob
ro
ol
ol
N
Ho
o
>,
r
re
4
N
2
o
e
(
%0,
rlr
s
oy
%
w

& 2HFGEZ(group DO #AARE thE 159 AugHd &837] 93 vt
ZHAGEE(group 2, group 3)3] A7F 1AL Far

A& AAEGITE B4 0] mFojx= Ze AT & &N 7IY SEH o2t Jdets
TR Al 7 Bl #9]7] B FoxEe] do 52 HHF V15E 5 gl o
ot} oS aFR AT F7t 5

2ee AFstr] A IHAFAL, 14 2003).

a2
rO
FE
olo
tjo
P
P
et
-
32
X
o
k]
o
2
D)
rlr
M
>
=

<GE 7> FolA A

Group 1 Group 2 Group 3

2010. 4. 22. &= 2010. 5. 1. & 2010. 5. 4. 3}

AEds i FEHd oA
T 2 ¢ Lol Nt 2 ¢ Lfo] | i 2 ¢ L} o]
1 n 43 1 FA911 | S FY 40 | #2418 | 9@l 20
Zol2 | olh-A 32, |/Fe 128 2 47 | 32419 | 2 23
i3 | AR | 40 | #ei13 | w84 42 | 120 | HistA3 21
Fol4 | AlwA A 41 || Zoj14 | HelaFdAA| 30 | Fei21 | gi3tA4 21
Fol5 | gAJIAEA | 381 | FJ15 | v &8 36 | Fej22 | giskAS 20
ol | FEY 40 | #o16 | 99 47 | ZoJ23 | kA6 20
Hq7 | U AL 32 | 17 il A} 30 | 24 | hstAT 20
o8 | EhA) 29
o9 | A4} 30
k110 | A AL 27

3) 2Ao|&(grounded theory): #AHZA AARFH F=

(1) &A9°]&(grounded theory)?d EA

“7 o] E(grounded theory)e Strauss®t Corbin(1998)el] oja] /s AAAA AGHA

Qo] Aol AFIY Bk Argg, B, 2em HFH ol ge] Az UM
BAS REZ, AT} o BH WPAL /AT olg A EEFE, ASH wawyy, Ww

_48_



TIEE AT

B/

[e;

ol
Ny
-
)
B

o= T AT ANA o

BAold, MEEs A7k 2

d glol A o) A, )

1

R

st

S

]

FAPS

af

)

17141

©

o
=

"

H4oltt. w4
A g owA Aad, &

she

T 7FE

7ha

=il
=

e

.

4>e o], Aol

(verification) =HOo &

<I1¥

iz

o] =3 ¥ i(Strauss

J’

S
~

B
RuN
BanE

Al
L

13
[
T

e

Fel

A

3}

7]
=

A}
A oy

@)

i

s
=

2 v

piKe)
59O,

of Wrkal W31

ol mt

T

BAZE ojgA @HEH, ojEA AdH

7

==
W

A

EEL

-

go

e

o0

=

and Corbin 1998).

oo
2t H A dst

-0| 02| &2
R 2N

| WEHAI B =

“TH2ICHY
RHE 2

— £19 —

<1¥ 5> 270

51 HE,
=

[

&=t
gz

;IHI_:l’




(2) ZAo°)&(grounded theory)d A+<A4 Hx}t
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e S48 FotRre sl 2al AA A HuE S8 2R ARdS Aol 3

I~

48 ot Bl Qi At sk elihde] AR o= F R dnigol A,
A% e olo/|§ shA, FAZL Wekn JeAE EAduA gk wreshd Wy

2 TS dAT o AFLS Kvale(1996)0] 2718 §8< Fum stglom X el
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¥ 9> Kvale(1996)¢] QEF AFEF3 1} B AFo|r Algd A&

AR & 2 AT AE
- dolFe A SHEA =l dia FAA Hge] & Aol %Y
oA 5 7%341} AAEe] AP AL | 72 2= 2 Lol e ZEFA S dFU?
AT & Qe ARAoln FR | -old 4L B3 HElMulze wa) FHH 7
d AHES 42 ol ARAEUN?
g B Ugel d@ AHA | -1 AR dis 94 e 4 5 dFU
FEAE A AES F “g, ol fobEe wE Apgelel dgE £
L ARE ALE WokEe A4 n} S v asls) nEe
_1H Z - = oo A = — AmLe Z=A] 2= o)
Ame 2 A ;ifﬂoa Ae gue A% F gioﬂﬂ:iq DE;:]WLT::?”;H F4 5 dsue
1 \= TN A A H .
AEstE AR | F O AR AR Q) A9 AR | - FRe AU
MR FAs waw agae | o rove mdsA ded sasd aw
A4 A e AR Sgel A Av B, 2AH pHL o
o W PR e R 2ayse
—Aale] HEel A¥HoR AR | -HAA #HE o8 mAAGL AZakaLn
A AR a7 e AWel B =9 | ~de ATEeoE Hoz n4x 14e wAY
R Y7

(4) ZAo°)&(grounded theory)d 2J & EA

aA gl N AT AR AR oEHow Aud GAAT A9HoR ¥3

)
ol
fr
P

O Z(Strauss and Corbin 1998), o]|& HIEH O ® o|24 FHF=9 E3lo] Aghsk Azt
g B ATy mxoe= dAsiart

<E 10> A, HelR] Auty 5y

TE Al o] A A4 e A Ay

zHe] Bl o 28 | " T RERL &l of A H] 2

o] B2 o] 21 el Okl & ef A 8] 2=

zke] B3 Gl 25 A ~EFU Y AE | sl n] &

zho] B4 o 24 | ALY 2E | Ho]AY AH]
zHo] B5 ] 20 | v§vE & o] A B] 2~

zHo] B6 ] 20 | v§vE —a'ﬂowm

o] BY ] 20 ¥ F-n) & H o Auj

zHo] B8 ] 19 | I5m& oﬂOWHL

zke] B9 ] 20 |zEAY & o A B] 2~

o] B10 ] 20 | 3"EAY 5 Auj
o] Bl1 o] 20 e vl g A H 2~

e B12 o] 21 ey & o] A B] 2~
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3. ARH d79 23

1) WEHEA: 7oA &&3 oJH| A3 & =
E A= Coombs® Holladay(2004)& F¢lo]Z(attribution theory)e] A A
g 7ol FEetee ARE Bla A3 3 AS w2 vk S 7o) AREEE olw|
A3 5 o] Agge] 2polE JRxIttar Wil olF 53 AMIAH =3t Stk <E 11>9
A Be A3 o], B9 13, W9 23, 493t 33, AN 4%, A 53E Foekad
ok <3 5>ellA= 20099 5€A 20109 4€7AA 9] ‘EAdR ] AAE Abga 2§

sF1E A AESNA SRt 245 295(2006), Benoit(1995), Coombs(1995)
o] A5 Farste] 4, Helsto] AT o= Adidtd vk 2" e At
71 L Aol ES AT H, <F 11> A ES VIeo® 240 Abga 9 g5

o] 7z} &S AT £4L AbRal B 35 FaE sk 7 e T3l E Sk
ot g 2 F N ol olmAIFE =g fFol I A B ETF THLE AL
sHQiTE Al Ay BUAShs S 195 ol F AR EFUAgE Fatel o3l

o hebd ol
11> olnlA 2 A G B 2 Ao 4ol
e 3 7k A9
&= 2l (simple denial) ALze] HQl
1% ¢1(denial) A o] A 7K(shifting the blame) | A4S QA4S AW Ao Folg)
H| w23 (attack accuser) | MIUYx-& F 4%
3] A &5 7] (provocation) - | IS T} E Aleol Al A 71g
97 ] 33 () £-7}3} ¥ (defeasibility) 271 E Aol e =y
v (evading responsibility) A} a1 (accident) gk Al
2 9 %(good intentions) A= A= =S
AbAe BAA = 1A 7 sk (bolstering) dAe] Mgs Eof A= 73}
. # 2~ 3} (minimization) AR ZA 7Y AR AdS =y
3y | =893 214 3} (differentiation) FA] W&t o] ARivhe ApEAsl 298 =
(reducing offensiveness = 9 (transcendence) ji;_\:]— = uﬂa— EH-/]‘:ﬂvli—a E‘HL@
of event) 1 A} (compensation) B g
47 | =7 3 9 (corrective action) B, AHd ol ez +74
5% | A3 (mortification, apology) ANolS Q1A AL}

194 S-(2006), Benoit(1995), Coombs(1995)
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(D) oFA g5 =39 £42%

7k 7190l 171 9 @ oW I E =H{YER A4S AT

WA AEAl 19 Evel 7ol f71d wl ARESE o|uA| 3]s wEHi{a) £A4S ¢
olr 7] 8] 2470 Alpgar W Ss o] BA A= <F 12>, <F 13>, <3 14>9F Er}
7y Abagal W agare] AREE ou A sl =y FEe <3E 12>, <3 13> YERE

[\]
NG
>
T
>
&
o
o
fol
ot
Kl
1o
o
=)
N
)

H wggge gis) NEEds A4 & Ax
<E 14>¢F o] EAHAT. Hl {3 HEtelo]l 2(0.56%)7H, A7 35(9.8%)
A, widAk FZo] 52(14.57%) M7 AREEo F 52(24.93%)717F ARl oH, H13] v
(M) §82 JAY HEZ17) 23(7%) 7N, E7FdE ] 14(3.92%)70, ALz} 17(4.76%)7W,
T2 w7t 12(3.36%)7M7F ALEF o] %.66(19.04%) M= FA = At FARFZ (D)
o QX787 32(8.96%)7, A&7t 21(5.88%)7, AH7F 22(6.16%) 7], Lo
40(11.20%)70, B de] 22(6.16%) 707k AH&5 o] F1187(38.37%) 77t AL&H Ao, 4
9 §3S 33(9.24%)0, A} FBL 20(5.60%)707F EAHATE. elal folm A AL
2He 3(0.84%)7W7F AHg-E A}
Bolye] Ante FRehE, AYsKEY), AANNEHAY HEA), FARIAID, F4
g9, A o2 yeigth 5shg-euEle 7igdel 471D wooln A wEq iy F
A3l AE wol AMgEH 1 F 29 AT darel Bel AHEse S B AFE

8 & g ST

op

Ho

—
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<E 12> B 2gE Fuo] ojnAHE o] G} 54 ]

719 FHRE) EH4RHE
7 G 20(2), AAHAIH3), v EA-E A (2)
ERER] A1), B71aE ), AFAL(2)
5 & FEH%2 X 733H2), 2U(2), Z3)
3339
AFH(2)
EREER 29 5(1)
xFx =X H A3
WA O ol 2l FANEFSE A 3H1)
MBC A% 2w FAYY0)
A1)
7 A [ 7H3)
EEER E71eE(2)
Ay FEAAES JA43H3), HA3H1), =L (2)
T3 $4)
AHE(3)
e AYA@), A BAG)
Q3] ¥ 3 Yok (2), B3 (3), AFaL(2), FL = (1)
A8 A A FEgA FEEL NAF3HQ2), A1), BAH1)
T3PH2)
AL
4 YA, HA-EA3)
RN A3 3| A (3), E7FEE(3), AFAL(2), T2 %(2)
U FAREE | QAAE), AE0), 4@
TAAH @)
7R A A7H5), HlkA B4 (D)
Dt 2 A EREER] S AWA3), ELYE(2)
FEAAREL AAA3H5), AEsH2), 2L(Q), 244)
2 = ol A 7H(1), H]‘/]—Z]— ZA(])
ofo] &~ Q3] ¥ 718 (1), [ £29 =(2)
TR 2)
AHER(2)
B3]y EzidE), £29%01)
Ao FAAE A3 FA445E ?;11%}@}4) a 43H2), Ahd3k3), 24 (3)
T P 9)
24542 74l A3 40)
el FAREA_ | A48t 2) AR D2 H(2)
et B FA4ZL | LSO ALLQ), AEHM), L)
2 =X Ol 2] 7} & AREE =9
FaolA oLt 4;2;3;7(2) A7 8H1), A sH2), 29 (2)
24l A AT, WA BA©)
&7 29kl 339 A F@), B7FEE 1), AFL3)
F3AH%2 2 231(3), ®AH2)
QAT el 2ae]9 i+ A A 7H5), vl tA T2 (5)
TR D RAH4)
2l WA F 2 (1)
P TARFE | AZIKE), AESHE) AR, ERE), 2D
T334 6)
A(4)
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<GE 13> 240 &84 P oAy =#He F33 £A410
71 FHHE) A (Rl
EEEER) £295:(1)
=284 Aol¥] 4%-2;3;(—; 4 3H2), BAH1)
ALH(2)
EREERE 27189 (2), AFa(2)
Al Zeto] ~ TAPHD)
AraH(1)
<] 3] AFIL(2)
A Ak T3z AR 1), H23H1), 2LA), BAA)
TAP$ Q)
EREER AFaL(1)
Bmabe ke EES-10)
TP 1)
EREERE AFIL(2)
AwE g e AEd :_—2 ;j;j) A4 51, A25H2), AH 1), BEEG)
A+ (3)
72 A AA7F5), Bl FAL FZ(14)
gd=] A3 5 3] 4 (8), AFL(D), L% (1)
FPHEL A 7F3h(4), A A 8H1), X 3H2), % BO)
! AAH7H), v A F24(6)
g9so fﬂlﬂﬂ_ﬁl B k(2), L% (1)
FARES A Z3H3), A BHR), X L), A1)
A+ (3)
<H 14> 9w X g 1= o " {-Fafssale] Hl -
3 &4 Hl = w58 (%)
Hol %;’Lﬁﬂ} 2 0.56
Aol A7 35 9.80
52(24.93) At B 52 1457
3| Aok ThE) 23 7.00
A A3 ) (H) 713 14 3.92
66(19.04) A}aL 17 476
To9x 12 3.36
YA 32 8.96
FANF LI Addt 21 088
137(38.37) - 3} 22 6.16
: =4 40 11.20
BA 22 6.16
73 9 33 9.24
A2k 20 5.60
o) 1) 2] A 31 3 0.84
=% 357 100.00
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. 714l oA 3 E = mE 5§ o]} ATV

ATEA 29 vt 7Ide] 9171w, oW A3 & ol w2 Q48] xolE U
olr7] 93 A= <E 15>, <FE 16> o] EAHr}
< 1159 oW X B E wHEEo] BAES T <X 1559 o] wWold i} 4-8A
Al

wgo R FFEATE o] Coombs(1999)¢] Al AL we E{E
K

Coombs(1999)% 7119l $17)#helsh 245 BF3ke] wAYA HRG o[ v] <22 el
& ASAA AP Aro] BE oAR wHFYE FRAT 9719 FR me
Fedt oluA8E A FS ANFAG 1= 3R] P BAS Ang e 4
wel mE oluAEE  wARYS FAAFA, AW, WY, A, DY

(ingratiation)’, ‘7R3, AtV 2 A3 @Qlo = F-23}3lth Benoit(1995), Coombs(1999)

o ATE DA FAse] WE G 15>9 ouX 3 F kG RAES AR, Yol

A (defensive) =88 terel Al A7t vlux} 22

o2 FEEeH, 8 H(accommodative) =& JXAE, HAsE, AHI}, x€,
]

B, AR89, AAE ARFeisith. ofd wel 2ALB. NEel dd F 2470 Abega

2 TP T ouXAL Fa 3HE ALE 2170 FaLe o|u X5 E = FHo| gt
B8 Axe <E 165>9 v 2 23 WojF o] 118(43.97%)M, 84 w=7ol
190(53.21%) /0= JAF AT, ol¢} Zol, & Aol ARRE 2171 Atwgal B 35 Far
ME olmA 38 my&d 5 £84 wFo| o] AEE AL & £ dAT.

ERISEEEE
TSI L EEE R
gol wime] olu A8 wHFPH JFE Fael 4 AFL 2 $5Yae olnAs

Fo oF BEL AEaAT. 2470 ANBI F 349 oMAARFIE A

< 16> 2170 Aol ALgE oW AHH w GG S GrsA ABE AL,

oM A 5% el M5 WA A BE ASE FAA AclE'e] AFPn
B 3637008 Uehdon, #8A54 3560, dFEREAEA 35000 AFH

o MBCAWS @50 71Ake] Agast #REanEat $49 3,500 944 )

A I 719 oMAHE wH SFelq MM oled BAAAE FaA, ¢
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2) ZARGER(FGD): °ovA 35 =HF3

o|m| A 3]

i

(1) 23FJLEEFGD)S &&

ZAFAGEE(FGD: Focus Group Discussion)
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NS4

3&
7kl

[e) e}
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Al
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A&7 A
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=1

s
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to] ArEAl B
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Ry
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=
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ot} Abvhe B

A3}

CEERE

Kol
=

A

=
=

A 2006). AFgHA]A]

=t wAEe] Qi Aelthel A, ol

Uh=

el

T
= A&

Ao EAd B

= 714

Zl< 2006)
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<L}
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Eis
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N3 A0z otumz
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sk 7]
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9|

71 9

F3lth Coombs(1999)
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&2 me g WAl g upgeR N, &2 EE FAA 6 Teoly
of Ud Ak gEe A Hel 2d A5S Asets P9 Aok 4, 84
WARZE G FolE Eea ot ad MANE B4 EE £4 Zdodew A
gsgle M o puleEst AEE GEdE welFn Yok o A A9

olAH = WAATE o]5 WAARG F B
mAA] Zeold miks w2 Uepd ¢ 3l F 7Rl 9ol £4YG9elA Y Y&

717F o]} oM e V| ezlRty AR A RES AREEo 7 e H7]0) o]od} &40

DAYES o o]djoz WAste VEEN EAE Qs BAs = TS uS A =7
Ht}. Kanneman® Tversky(1984)F ABH|AEo| [Hol= o|Ejdt B=AFS &4 3|9
(loss aversion) @7Fo|2} g3}t
Smith and Petty(1996)7F #4138k 7] Lz 7} (expectancy-consistency /hypothesis)©l
84 FErt 384 Frol Hls] FEAol AU M= H S 9TFE vda
@Agst] o el AR o] wietel upzldkebd = gl oss Akttt hAIRE dwtHow
Faeld HA44 e 384 W&l Hlsh-Fastal A% slow HriHo Fo0E ¢
AEA 7 Aoz vepdth ek BgA syolw e U&o g AAEEE TS W
ol #A®T} =2 HuolA o A7E JFeA o] o], 2009).

1A+ A (impression formation)el] 3k Ao A=
of oM A AREG FAH Are ¥ 7teAE Tkl slth(Fiske 1980; Klein
1996; Skowronski and Carlston 1989). WA ol= =782 ARRT FA% AHHo r
HBeohs ddelst & 5 Arh(Fiske 1980).

X

O
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ol¢} HEo], g EA(fusion modeD oA E AB[AEO] FAE HAAE HAS o, F
AEe FHTLR st Sl ARE 7 Heo AT F dvE RS AAEST
(Mayo et al. 004). dl& Alg oA ‘1 AFAL A}Ao] ofyrtd gt BAE HA| R =
¥, #GE Y AF ol S5 Fdoty Z& ‘AZlelt) Fo s &4
AT olE SR wEw, ‘Aol ofyrhElte HAIXZE Al HAS W FA o
Z-golQl ‘ol s FoETo st Aslojtf oty &3t d 4 3l

FAA U2 384 o vlal] Fosta H34e ZoR HrtEo] FoE5 o HJFAY
H (o], 2009), MWl F7te] dojA] FAHA AREY RAHA FH o 7MEAE
tH(Fiske 1980; Klein 1996; Skowronski and Carlston 1989)% 7]&2] AyPAF= npgt
o7 FEAHE HAH=Y ST Al o]uA| 35 wmE o FAA WA B2l Hho] A
=8E AEtdE avRtEA dHES F F Adg R FHHET B ol &H|A

=

ASEE 2 7193 AR 35 BAE 9%S E U Rolth

o
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O UIg ST ASge € A aaa. 9ee e oo
thgtio) stAY o] ARy FeitheE A U v
I s B o Au[Ae Al o Hete AL x| ¢F {14
TE oY vgAoA ZHe] gltpant F4sH L. Zol12
s1gte] Bgelel mAdste] $aste 497k AVl ROE
By, 7190l A28 wHss] A AAS ANGA F | Fold
= FAAA gL
qeaz | TEISAES VIRINAE AN Tl shob ofsl gAE | o
=g A
Jools /&d PEE Agsts RE QAW ud saw |
ol
b pels AR wAT S AYAs AN A |
LTER MR A QS 7 AT 12
AAAAAE oAt AR Ao] Jdeda. . F
HAPWET] | A AR RS HANA YRS A el | Fold
1 NS sAAZIE FEH S
n g2k Ve EAE AN FAulE sardt Sl EAE
vk g7 =ule. Aol 3 ol tebd Hel e | gelll
=718E | & 5 g@oke
o AEHE 183t Al “AXIHE QFE2 AME| 7 H oA 2el13
T AZte AR S % "
A E Y8 EQE 2psAk AR oA B E F
St AL Azl og $AH AAR RS 245 vhie | Hels
A | sheolme] Aba it Bl el
Svbe Sha Al Aol W ul A% 2R A AR |
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(e}
F T (Mitroff and Anagnos 2001).

)

OX‘I

+F

<

zel

r

ﬁo

ZX Z(brand loyalty)Z
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S AT FEAES Bake] didtelA wddHR F9e £ SN veAdttn
A AE, AEUEe] FANSA, 18 APuGS He PSAER TR AUk

ATTAA 5L <X 27>¥ gow, v 2 Ao 544 A7dds AdHER 74
(465m)atRom, S ALAFAT. B4, Adwe digtAe] 58.9%(274%), FHI}
9.2%(437), 2|Akdo]l 14.4%(679), AFdAol 1.5%(77), &FHeo] 5.2%(24%8), A2 o]
3.4%(167), F2 o] 3.9%(187), 7IEV} 3.4%(16%)= YEpstth- 2 A5 48] F d
stAjo] 7Hg wokom, A FALSE AFE S flE A oR EMEHSIE AA, dolo F
A= 1941 wgko]l  58.1%(2709), 19~25417F 13.3%(629), 25~30417F 3.2%(157),
30~35417F 8.2%(38%), 85~40A17} 4.3%(20%), 40~45M7F 7.5%(35%), 45~50A17}F
3.4%(1678), 50~55417} 1.1%(5%), (854l ©]/4do] 0.9%(4%)= FA = Atk UA, 509
mRto]l  61.7%(287%), 50~100%Fle]  8.4%(39%), 100~200%+go]l  12.9%(60%9),
200~300%Fd 0] 8.4%(397), 300~400%+¢°] 4.1%(1998), 400~500%H¢] 2.4%(119),
5001H o]/do] 0.9%(4%), F-&He] 1.3%(6)= HERet.
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<E 27> AT el 54
e Sk 25 (%) &
465
23
dd o] 2} 465 100.0 (100.0%)
o &4 274 58.9
T4 43 9.2
AR 67 14.4
o A9 7 15 465
P Il
R a5 ‘?é 22 (100.0%)
A= 0 0.0
4] 18 3.9
71 e 16 3.4
194] wvt 270 58.1
19~254) 62 13.3
25~30A] 15 3.2
30~354] 38 8.2 165
o] 35~404] 20 4.3
10~45A] 35 %5 (100.0%)
45~504] 16 3.4
50~554] 5 1.1
554 o)A 4 .9
505+ mwk 287 61.7
50~100%+4 39 8.4
100~200%+¢1 60 12.9
g 200~300%+4 39 8.4 465
E=Rc Il
300~400%H 19 4.1 (100.0%)
400~5007H4 11 2.4
5009k o] 4 4 9
TR 6 18
2. 99 A 4 =&
1) 89 714 2 WA 3] E Fa &
B Ao A= AAatste] olya AU S 3 Sty wksS AuEE Aol
kA AU 05 B ek Aste] SRt Al A% A thrteker slrledl Aluke] S
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sgape] s ATt w1 AAHS Feickd} Higie(1992)AToA AN HEZ 57
welslel, Aol A AAET F Qe olaA A, sk Avele @

=
How “RF 184 gu-n$ 1Y 3RYL 78 dAERER SYsen.

2) AR
AAA A Sujan(1985)9] Aelel wel B Aol mrdse] ta sulxte] ApA
w27 maE A4e] greletn Aelsauz gt
AAA A G 2437 A9 Zaichkowsky(1985)7F Aer o] Abew
LGB A Ao dis) elrr] S1s As med-ug & e 1
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aichkowsky(1985)°] &l we} & Aol M = ‘Fol A FFelr 54
5 A FEAH 2ol i Afele] T A4y A2 o)t

#Aws 54387 A8 Zaichkowsky(1985)7F 70'#ek & %o] Al&¥ #ole HLEE &
Aste] ARgsigint. dldak Ax AujEe] gk dole AFOR 3 aFA edrk-vS-

agnre 3REdS 73 BAEA SR SA S

LA

4) FAH3
S FAS Aulzsol A Aul a2 4 o wH AT WL FALEE An| A
o] S guFcHFHA A, AFS 2009). 0= Bl = A sk A
gojsto] & Aol ARESEIThFrAkdol-wdh 542 HA, HAF5(2009)
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o tig AFFAAE SAEATE REA=] HEWsts AP EA AMFEES] H5EE
A7 s W3l A2 Bth(d A, 9435 2005; HAA, 5= 2009; Sujan and
Dekleva 1987). ®H#W=29] iz Holbrook¥ Batra(1987)7} Ab&3 HEZE $438}o]
ARG AFHEI S B ARFE o oiE] dolry] 18] A 1¥A Grh-wle- ¥ty

B 3Rgow 74 PAEHNER FHsqch

6) A= A
sl g S A JRQle] A s FE AMHlA BAETE o
2 Bd=Ey ARl SERS el duErie =Estaat siglth ols fls FEARIA
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8) o] A5 %

oM X5 % =2 & Benoit(1995)9] Aolol el X Aol At ‘mHAE Ug Bl
U g e e Bas $gAs) BRelA BRe A8 A% N5H 2ES
Aolstazt g,

oA F R e WAL2000)0] AT G SPFE Avhge] PR B
W] w4, webshel gt ovXEH we] vja Fopwy] Sls) “A3

a9 g-ns aEn e 3RgoR 78 dAEREE Sk

9) 2= A
Bl=E A3k Aul = ket dAlE FEShHE 'S 9rEth # ATellA s B A
FAFT S} o] A3kl m(intention-to switch)E X33 A3l dS ALEst
A, 2HE7 2005). Zeithaml et al.(1996)° AA1gH 2702] AR 574, Bgsto]
= Hshol] el dotr ] fe] “Hs 2w A Fu-wie 2T S 3R e E TR 27

Auz 4390

10) #43 74
F494 #7212 Anderson(1998)2] Aeld] whel £ Ao ‘HEWU st LSS
ZHAA AR o] BRE sPg Aot e A Y R4 APE e 1
Z2 ATER FRFoEA A AAE AFste A or Aostazt g
BAA AL Lau9d Sophia(2001)9] -d5te] Ae]y &4 Es £ nesle] vA= A
ol el dotr 7] flsf “HE aRHA Frk-ule A TE 3edoR T3 AEAL
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<3 28> A7te SAWs 2 FE

EEE R R

23 7 Ab dAAolT

f 23t 71Ake] wigo] A Aol
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<E 29> SAWTY AgA+ ¢ SAHYE

M AgATe] He il
S1EJYl7]A} & o]u] ]3] E-34 31 | Feick and Higie(1992) 3T
AFA A 2] Zaichkowsky(1985) 1&3k
o5 Zaichkowsky(1985) 3=
A HAA, H152(2009) 3%
2R A=A} Holbrook and Batra(1987) 38t
S 444 A5 S8 A 4353
84 1A 2444 A5 S8 A 9%
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< 30> ¥4 A glEA A
a9 ii Q911 | 8912 | 2913 | 2204 | 2915 | 2206 | 2917 | 2218 | &4 ourktis
O 1 a
INV1 | 0012 | 0939 | 0006 | 0061 | 0020 | 0008 | -0016 | 0009 | 0.887
o= INV2 | 0019 | 0966 | -0036 | 0028 | 0022 | -0051 | 0024 | -0003 | 0.938 | .944
INV3 | 0024 | 0933 | 0030 | 0030 | 0000 | -0086 | 0010 | 0025 | 0.877
SIM1 | 0023 | 0055 | -0011 | 0869 | -0.0%6 | 0051 | -0011 | -0.051 | 0.764
H-A1A4 SIM2 | 0021 | 0040 | 0083 | 0940 | -0020 | 0057 | 0013 | 0018 | 0.891 | .895
SIM3 | 0020 | 0021 | 0072 | 0915 | 0005 | 0088 | 0001 | 002 | 0.851
e PAT1 | 0012 | 0023 | 0106 | -0031 | 0014 | 002 | -00%6 | 0874 | 0.780
o PAT2 | 0093 | 0014 | 0094 | 0003 | 0006 | 0032 | 0048 | 089 | 0.812 | 753
- PAT3 | 0000 | -0005 | 0061 | -0021 | 0016 | 0020 | 0135 | 0669 | 0.469
e BEF1 | 0454 | 0016 | 0052 | 0110 | 0020 | 0648 | 0080 | 0091 | 0.656
sl BEF2 | 0406 | 0065 | 0022 | 0046 | -0041 | 0670 | -0018 | -0018 | 0.624 840
o= BEF3 | 0393 | <0066 | 0004 | 0074 | 0063 | 0719 | 0098 | 0015 | 0.694 | -
87 BEF4 | 0354 | 0008 | 0037 | 0066 | 0070 | 0787 | 0061 | 0036 | 0.760
NE1 0800 | 06 | 0051 |-0069 | 0071 | 01| 0070 | 0061 | 0.674
NE2 0777 | 0000 | -0027 | -0036 | 0071 | 0168 | 0083. | -00%5 | 0.643
NE3 0796 | 0018 | 0005 | 0079 | 0038 | 0204 | 0079 |-0013 | 0.690
Y A NE4 0760 | ~0001 | 0086 | 0022 | 0015 | 0146 | 0064 | -0012 | 0.611
Tﬂc’; NE5 07991 0043 | -0002 | 0660 | 0010~ 0204 | 0093.| 0001 }0.695 | .930
e NE6 0786 | =0003 | 0053 | 0046 | 0006 | 0114 | 0086 [. 0046 | 0.645
NE7 0779 | 0063 | -0064 | 0110 | 0139 | 0111 | 0096 | 0005 | 01666
NES8 0759 | 0018 | -0019 | 0085 | 0087 | 0207 | 0033 | 0097 | 0.645
NE9 0756 | 0031 | 0018 | 0098 | 022 | 0140 | 0044 | 0013 | 0.654
ol B} IRE1 0073 | 0026 | 0021 | 0030 | 0035 | 0160 | 086 | -0.008 | 0.768
o IRE2 0162 | 0003 | 0066 | -0035 | 0127 | 0021 | 0814 | 0056 | 0.714 | 917
—re IRE3 0176+ | 0026 | -0.006 0008 | 0098 | 0017 | 0848 0013 |/0.760
e BS1 0152 |- 0009 | ~0012 | 0013 | 0883 | 0043 | 0082 | 0010 | 0.813
T BS2 0153 | -0002 [-=0023 |- 0048 | 0862 | 0008 | 0083 | 0047 | 0.779 | 823
Gk BS3 0098 | -0.004*|. -0.064 4-=0.079 |- 0887 | 0030 | 0090 0039 | 0.815
bogm | NWOMIL | 0006 | -0015 | 090052 | =0.009 | -0010 0047 | 0.107 | 0.851
e I NWOM2 | 0052 | 0006 | 0924 | 0019 | 0078 | 0032 | 0025 | 0102 | 0.875 | .875
A NWOM3 | 0062 | 0010 | 0917 | 0022 | -0003 | 0002 | 0011 | 0065 | 0.850
Eigenvalue 7.735 | 2.978 | 2.785 | 2572 | 2.364 | 1.819 | 1.754 | 1.143
A BAPIEE () | 24.953 | 34558 | 43542 | 51.841 | 59465 | 65334 | 70992 | 74.681
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1#-X (confirmatory factor analysis)
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< 31> A ggdsfe] glA gl A
BRI sgge | T EEHE tvale | WU g
(Estimate) FA 2] reliability
B BEF1 1 0.766
1= ol
s BEF2 0.889 | 0.691 | 0.062 | 14.409++ | o 0.636
CEARAE BEF3 1.041 | 0.775 | 0.064 | 16.245#x
BEF4 1.067 | 0.784 | 0.065 | 16.430#x
NE1 1 0.782
NE2 1.066 | 0.774 | 0.059 | 18.100xx
NE3 1.053 | 0.805 | 0.055 | 19.032:x
NE4 0.997 | 0.739 | 0.058 | 17.091xx
748 A NE5 1.141 0.809 0.06 19.132#x | 0.951 0.681
NE6 1.000 | 0.762 | 0.056 | 17.761#x
NE7 0.970 | 0.768 | 0.054 | 17.923xx
NES8 0.965 | 0.766 | 0.054 | 17.864xx
NE9 0.945 | 0.755 | 0.054 | 17.558%x
BS1 1 0.788
Bal= #3sl | BS2 0.966 0739 | 0.065 | 14.762+x | 0.868 0.825
BS3 1.036 | 0.814 | 0.067 | 15.:385**
NWOML1 1 0.869
BaA 7 | NWOM2 | 0.908 | 0.799. | 0.047 | 19.395%x | 0.905 0.760
NWOM3 | 0.982 | 0.844 | 0.048 |+20.397xx*

2
X (df=146)=256.595, p=0.000, GFI=0.944, AGFI=0.927, NFI=0.950, CFI=0.978, RMSEA=0.040/ #<,05 **<.001

<X 32> AA g FA/MEZE Ay
e vacsgad | RAd g4l | nds g8 | 244 4
B =852 ) 1.000

0.732
B A A 717 1.000
e ° (0.031)
b A3 0249 0.297 1.000

(0.025) (0.025)

0.168 0.272 0.252
B LA 1.000
e (0.027) (0.026) (0.028)

(

A9 ge &

=2 #HSE)

_92_




<E 33> 4 BP9 Fy

BRI sgge | T EEHE tvale | WU g
(Estimate) FA 2] reliability
o BEF1 1 0.824
1= ol
_wui BEF?2 0.93 0.751 0.072 12.982*x= 0.889 0.666
3212 o) BEF3 1.061 0.845 0.069 15.355%*x*
BEF4 0.997 0.815 0.068 14.57 3%
NE1 1 0.798
NE2 1.091 0.783 0.081 13.527*x
NE3 1.063 0.818 0.074 14.331*x
NE4 1.04 0.754 0.081 12.868%*x
44 A NE5 1.198 0.833 | 0.081 | 14.697#x | 0.949 0.673
NE6 0.954 0.759 0.074 12.976%x
NE7 0.898 0.74 0.072 12.554 %
NES8 0.936 0.759 0.072 12.96 1%
NE9 0.846 0.739 0.068 12.526%%
BS1 1 0.732
A= A3l BS2 1.046 V23 0.106 9.869% 0.884 0.850
BS3 1.189 0.835 0.112 10.592x*x
NWOM1 1 0.891
B A | NWOM2 | 0.903 | 0.814 | 0.062 | 14.668+= | 0.907 | 0.765
NWOM3 0.94 0.832 0.063 15.008%*x

2
X (df=146)=211.724, p=0.000, GFI=0.917, AGFI=0.892, NFI=0.93, CFI=0.977, RMSEA=0.044/ %<.05 #*<.001

< 34> AR EdA o) A NERES] S daA
e BAES g R4 ] | Bd= Ay | 2Ad
B = g 5 1.000
0.720
A 77 1.000
e ° (0.058)
e s 0.453 0.535 00
(0.037) (0.033)
0.167 0.159 0.341
24w A 1.000
s (0.038) (0.046) (0.034)

( )3te 2 B2 AH(SE)
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<3 35> HlfFAF EgAlae] Eheld QRlia]l Ay
Q91 S =FTAA | end S.E t-value construct AVE
(Estimate) FA 2] reliability
B BEF1 1 0.603
1= ol
s BEF2 0.823 0.522 0.14 5.870xx 0.897 0.549
ERARSE BEF3 1.039 0.596 | 0.162 6.415x%x
BEF4 1.384 0.735 | 0.199 6.957 %
NE1 1 0.773
NE2 1.035 0.768 | 0.084 | 12.374#x
NE3 1.041 0.798 0.08 12.963%#x
NE4 0.928 0.714 | 0.082 | 11.326%x
748 A NE5 1.063 0.781 0.084 12.613+x | 0.955 0.700
NE6 1.05 0.768 | 0.085 | 12.369%x
NE7 1.04 0.802 0.08 13.044xx
NES8 0.99 0.778 | 0.079 | 12.571#x
NE9 1.062 | 0.789 | 0.083 | 12.785%*x
BS1 1 0.844
vz A3 BS2 0.892 0748 | 0.082 | 10.892*x | 0.854 0.805
BS3 0.908 0.784 | 0.081 | 11:189%*x
NWOM1 1 0.845
B x| NWOM2 | 0.927 0.79 0.071_ | 13.046%= | 0.904 0.759
NWOMS3 | 1.022 0.857 | 0.073 [%13.959%x

2
X (df=146)=220.084, p=0.000, GFI=0.907, AGFI=0.879, NFI=0.906, CFI=0.966, RMSEA=0.047/ #<,05 *x<.001

<X 36> H|AF &3A el FAAZEZE P EaA ™
e vAsS g 44 2] | nds dg | wdd 14
B = g 5 1.000

0.459
B4 7H 1.000
e ° (0.026)
e A9 0.048 0.082 00

(0.028) (0.036)

0.395 0.230 0.171
B 7 1.000
s (0.036) (0.026) (0.044)

( )3te 2 B2 AH(SE)
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A2 d 299 2244

457, AR BT 447, S FI 4298 debda olw A3 E Fae] gl o
g olal7be e Wt 457, AN Wt 420, AHEAL Bt 4162 BAEAT 243

©1(2006)2] ATl E Auel e S tg F3lg s 7]Eel 1o T #(median) o=

3} & MS SD Median

ol 3l 7} 43 4.57 1.446

S1E Y1 7| A} A A 4.47 1.353 4.33
AFAL A 4.29 1.256
—_ ol & 7}5 Al 4.57 1.413

E &2 4] 4129 1.333 4.33

AR E=° ! ’

A 4116 1.328

i

AT A BIEE o BRAS Folaat AbdxA

_,d
i
5
ol
o,
2
1%
é
rl
HU
>

Akt g HAs gl QlojA o= AR HRLTE - HAETE &olsithe
Kumar(2005)¢] A5-235 Hkgdsto] A

Ak APHAZRALE S8 AAE Bdsel Ao tidh 23y Aats <F 38>9 gol] &
A=Ak 3AA, FEBEA=R] shuFo] Abdx Aol 22HAS ddl FHA] T
(median) 4.00& 7|02
APRAA A (AP A 2] a1iM=4.44 vs APA 2] A:M=2.12 t=29.263, p<.0D)ol A f2]gt Z}o]
7b vEbstth. (shu] el gk AR A2 o] 2pol7b vEbgt o A ke A ‘s
AL A A o] BA] eFol(A:2269, T 1747, 1 65%) AHd] Hg3 FEBA=

k1
2
4
N,
qﬂ
frt
T
—r
2
N
o
b
olN
o
>
>,
ol
2
_Q
Mo
1%
iin)
&

HU -IN
oZi )
e, oo
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2e o 5 9tk
Snl, g AaEoR VA BAE BAY AMaR AEd AL olE Aulsdt
o] Mulzst 27k fAb WM RARE Aulaeke el QoM BE AFE MRk wolw

Apo]7h Al ggof o] 2R E & e A &5 A confounding effec)E wH& F U
tha AeEsly] wiEelth ol HEstrISlE, WA Udd Az gk o]
e 22AAS AAsin. 1 Aybs o]

o Rk Aol 7k vehA] kol AP Aol A AS & 4 U

g3} 38 7 AAEHER SYRAT o Auel W

# ES
A AR 9 ABAT A B FAF SFPRIDT G A

M
57k 472003 MRARES 2A4E ASE BFAFF 2458 dehdd =@ 5

t-test A3} 23 o7} YAe2 YpERF(t=28.292, p<.001) f4H Aolo] wE =

b R = B = §
g MS SD df t-test
3 4.44 .822
PARSERS 456 29.263xx
A 2.12 .884
L 3.67 1.610
Fo] 1w | 463 028
B 3.66 1.580
& 1 FAF D) 4,72 .8650 {oa 08 999
. Hok
e Bl GAL Bl 2) 2.45 8666

#<.05 #x<.001
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zF W] S350 AFdS RE A=Y AP E=(a=0.753)9F AFFE %=(a=0.704)¢]
Aol ARk o R = veigth 7MAAE S fE RHA=C] APHE RS ALFEE F
ATt A= <FE 41>, <F 42>9) Fo] EAEHAY

A, 71 19 HE A¥, BA= Sgan) At RHEATO] ALHHEY ASHE
ke fro)dk ztol7b RS0 (t=8.220, p<.001), ARAEI =9} e 3.97, AFFEHE
o] e 3.60% TA AT olH Aol whe}, BA= S Aol A A AEo] B

Bt B Bwsk #Y Auh told AL o 4 QAT £ $A AR} wna

612 FA A ojd Aol whef, &
S HE chefy AS 4 F AT _ELHAA ARV REAHE
o] HEE A S & F AN oldl mrE, frAl FFAEE Qlste] REA= of
3 M Ayt BAe Ao 4 5 gk wEbA 7 1-10] A

AR, BlFAE ST el RH A= AP R ARFEIE dete] froldk Ao
7} YEbsE o™ (t=5.154, p<.001), AP EIES] 3t 3.97, AFFEI RS HfS 3.59= 4
H Ak ol Ao uwheh, AL A S A AnjAEe] B
g duco volxl Zg o & AdTh E3 FAAH AR RBA=o] HEE AT

]_

Ae & g AU ofol we}, WA

AV A9 Aslo A AH|AFEo] B H
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2. 714 2 AA

WA 28 BAE At ARt §4 4 el A(+)o JdFS vAE A
Ao, o5 ATy 8 FRUAAS AN 24 2y o] WsE 3t #AE
FAHor AvRd v g

ATFrFel AFES Avugton 1 AR yA(df=149)=269.471 p=0.000, GFI=0.941,
AGFI1=0.925, NFI=0.947, CFI=0.976, RMSEA=0.042% UE}t}, o] tjitio 2 |
Eol ARy HA= Auzke dAsteE g ofu|eit). A/ BuE AR2A g0
TR, ZEsE FAA, 2FA gk, pat 2Ea 7 digk AFARE A S
o]

A& = At

off

ot

s
a

N

=2
t=13.011, p<.00D) 2 BEAHo] 7} 97) A=Ak, = Bd= 4257} L0z B
A AN A+ TS HAE A 3 &
AR ATEAS W AnjRte] FA44 Aol dge mAE RS st = A E
of gt B AR wEHH FALQ ELX 7L S|, o)X H AEFARIL 7]del
A B o AHRES Al ERTE FAA Z8s =74 fck(Heider 1958).
ol& ZIEYX o] E(Oliver 1981 0% HdWstd, fl=2& BI==2 P HAS 45 &M

8 A=Y 7Y E ztu dXddC fe] A AATA W Fujs=S Tt

N

Aotk a2y kA e FAA AEE S HA= SO E dA Ha ol s

Bz i3 71 G JPAAE S FA AnAbE S Aeld Euds =2 A0
o 2 Aol 7Hd 2¢] Adtx Addd ek A e =EHEAT S AHAES REIE
of gk A= S BIA=E Vg @ANE B SPdels F A4 ARE S BB

Aol gk 7l A, A 2ds B34 AAS A | AeR add 5 gk
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L\

3

!

3. 7}

YA(df=149)=269.471

0.000, GFI=0.941, AGFI=0.925, NFI=0.947, CFI=0.976, RMSEA=0.042= 4E}%tt}.

-

b, otk pab 2Elar 7Rl

3 .

[e)

=

A Eorow 1 Ay

s o}

AF
=

J| 4 o =

A

:F_

=

=

o] ¥

s

o WSS
7Hd 3

)

p

HIZL e EQl BlE gk AH(+)e]

121 A(AEAS=0.303, t=5:678, p<.001)2C 2 v}e}yt

A

g4

s

)=]
7

ol

H

el
00

=2

=

1THOliver

FEAHEA dg

=

[e}
(Oliver 1997; Westbrook

=t

A==}

-l
]
)

al

=
=

g &5 (complaining)

1987; Westbrook and Oliver-1991)®2] <1 3}31 7

]

L=y

=

2A4=0.273, t=5.343, pL.001) e 2 4] 7Hd 3-1, 7} 3-27F AAH A

(switching), TZ(world of mouth),

1993; Richins 1987). ©]<}

=
<

A Ha

KeN
=

44 24

o

Z % H(Richins 1997). dZd

A
st

PEow

el

%

e

3

©

of 2y

=

fLe

Fol w7

+ sk

T

Fo]tH(Oliver 1981).

=
W

o (Keaveney 1995).

R

°

o] 4y
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A A, 2 BAA anAgsE ke 7 iA 9
Foll W zolo] st Aoz, ols AFs] sl FRUAAS HAAESITH

7ZF By o] MFE 7] BAE FAHeE AT v 2
M4 ATE Y8 ATEEe s Avugton, fAF Sy AEe] A5t
=2 dupgon, 1 Ay \*(df=149)=227.473, p=0.000, GFI=0.91, AGFI=0.885,
NFI1=0.925, CFI=0.973, RMSEA=0.047= uetwteh. &, vl-FAF sl A28 A
ez Avugron 1 A yA(df=149)=224.267, p=0.000, GFI1=0.905, AGFI=0.879,
NFI=0.904, CFI=0.965, RMSEA=0.047= YEl&t} o= tiF-iEeo] A= Agso] AT
2y A Augke] xSt AS ot A7k AR AEA T REFAA,

Foetd F4A, 223k t8h, pat 28 AL Hdel did ASAE AAslY 2 A
of 7MASAT, AL 7o) APl on o]F AF-AHow AHEH LIt P

AR, BA=9 AL A7) Aol 3R A Qe mAle AAZAT
=0.918, t=12.922. p<.001)o.% yelgr}, Anjzte] EAA. 7HAo] HA= Hslo] IS
(A ZAF=0.427, t=6.836, p<.00D)S. 2 UEpkon, Au e 2AZ 7H4o]
A2 FAo QS M AE A(HZAF=0.209, t=2.495, p<.05)C.7 EAHYT F B
= 3y, 2R 24 adn 2AE A6AYEE e FRA#AE 74 2%
T8l wet Aozt S G F UAATE wEA TR 4-10] AAHY

A, BA=o] HfAL FA s zk aniate] B A GFE vAE AAEZAF
=0.460, t=4.990, p<.001) o2 e} REe}, SH|#}9] B2 %7 3
A = A(AZAT=0.086, t=1.147, p>.05)o.2 YEIRton, Anjxle] FAgH

42 FHol FFS A= A(HZAF=0.398, t=5.402, p<.05)oZ EAFHUL S5 B

g
ﬁ‘
rr
>,\I

4

>
i)

o
o
T
=
i
2
rit
=2

2
ook
to
=
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e
N
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il
ofN
)
ol
i
T
£}
[
_] |
o3
ik
H
-z
o,
a2
o
o,
[
AcH
=
-z
o,
a2
o
=
D)
o
;

MO

AR, 74 4-2 71702 THd A7F B A
ole} Wi WA AHARAFE H| 4

(0.918>0.460), F-44 7HANA BA= H3(0.427>0.086) 22 v A= FgFo] FAF T4

Ao A2AS7E 2A YEbsth v R 2ol E A 7(0.209<0.398)

A= vlAE AR BEAGTE A EAEH A

BATe A, FAF AT FAH BAHS T FAA AHEAEe] wA JES
A, HAR Aol R S T FAEH 7S A YERAR 5=
X

FHBATE mEEA okt F FAA Aol xohal sl Bals dgke] o

2~
i
)
rr
o
>~
>
J {
o3
i1t
)
o
ofk
=2
r\j
2
-
N
N
%2,
oo
o
(R
_l
%2,
32
)
=
AL
R
N
N
2
S
—

ofdtiil & 4 glt). ole} tEo], Ao AeA FAF vl A2AGTE ulHAF
GAAZAST Bt 27 Jelgt) ol RHACS AEZF Y A E o] Al S
2H|Ae] Hrh ZoFoletE A&(Loken and John 1993; Milberg et al. 1997:
Gurhan—Canli and Maheswaran 1998)3 232 A=A}t F318t AE FJozo] &4
of AFste AFole B F2Y BHET H so)Fow Hria Mt o= g
o] Hrlol= ol Ak nA A gkiEth(Keller and Aaker 1992)%= A& Ao}l didjx
e AxteZolt), AN E Aol BAEe] v faAlF B3] Abak Al 4wz BT}
sAH R YEhY, BFAF 83 FAA sl BE de A (Broniarczyk and Alba
1994; Barone et al. 2000; Park et al. 1991)¢} AR &= A7+ 2 37 ZEH At}
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<3E 43> 7}

As A

A (n=465) f+AHn=236) H] - AHn=229) ) )
= > > > X (df=1) ax
d=AT t 5k d=AT t 5k ZgEAR t%k
R R A 0.732 13.01 1= 0.918 12.922:%x 0-460 4,990 464.228 12.487x
(.054) (.060) (.134)
. 0.303 0.427 0.086
A7 A—>H A=A 3 5.678%x 6.836%* 1.147 456.594 4.854x*
(.055) (.062) (.097)
s s R R | 0.273 5.343%x ) 2.495x e, 5402+ 459.839 8.099+
(.06) (.084) (.086)

ﬁiﬂixg(df=149)=269.471 p=0.000, GFI=0.941, AGFI=0.925, NFI=0.947, CFI=0.976, RMSEA=0.042
2
frAk X (df=149)=227.473, p=0.000, GF1=0.910 AGFI=0.885, NFI=0.925, CF1=0.973, RMSEA=0.047

H]%/\PiX2(df=149)=224.267, p=0.000, GFI=0.905, AGFI=0.879, NFI=0.904, CFI=0.965, RMSEA=0.047

#*<{, 05 *+x<.001
2
AX7> 3.84 A9 A% 7k Ao ZAHEA 2000)

AP BEAV} e Yool R 5ARANE FEAnA GEAREASED X A X & AN TN 2000)
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A

<O 8> AFsEA By

=~

A &34 23

0.303**
(5.678)

0.732**
(13.011)

0.273**
(5.343)

2
X (df=149)=269.471 p=0.000, GFI1=0.941, AGFI=0.925, NFI=0.947, CFI=0.976, RMSEA=0.042
{05 *x<.001

A WA 2y

0.427**
(6.835)

0.918**
(12.922)

0.209*
(2.495)

2
X (df=149)=227.473, p=0.000, GFI=0.910 AGFI=0.885, NFI=0.925, CFI=0.973, RMSEA=0.047
#<.05 #x<.001

Hl Al B3 2

0.086
(1.147)
0.460* R\

(4.990) ) -

b 4

(5.402)

2
X (df=149)=224.267, p=0.000, GFI=0.905, AGFI=0.879, NFI=0.904, CFI=0.965, RMSEA=0.047
{05 *x<.001

- 105 -




5. 7Hd 5 AZF: oW A3 H 7Y =day

W H((2009)¢] ATE 71x2E sto], Al 7kA e 2ol whet o] A 3] E
& FstaA gt A, sHHSEGAAE ) T5

Atole] #AZE om A 3] & FH(Lo)/FE/F ) wep depvtE Ao AlokS ThshAl &
< H]A%FR Y (unconstrained modeD®] A =5 Hrista, =4, Sy} FHAS5 A}

ole] BAZL olmA2E FFol Wl FLs=F ks 7hek= AR (constrained

modeDe] AFEE BrhstAth A, F 2y o] PRI PF L AAHAT. W F W
A mPQ FEAge] g wY slAY ARt FAHeR Fhse, PAA gt

7 5-12 A SR 1% ArjRke] A o] Bl Ao mA= TS
AN EAE 248 A%e goa g

ol FxAG A 7FekA e MAFRG N (df=447)=570.3727F DA W, F2
Aol Aeke 7ha Aok d o\ Adf=419)=583.134% _EA= Qo). Aol HdE A} Ay’
(4di=2)=12.762(p=0.002)% B4 EAROZ Helsiria o 5 ich webd] f4b 34
Asjz g anzte HAH 2ol A= Aste] nE AGE ou]x 3B -4 ol
zAWSFEN ZRr) g & 5 ok webA b 5-10] AAH

ol ARHoz AW, wAFLHAA dojrl ke oju]AsH fPo| et 5714
ol FAA oLt RAY AACRNE HAS A tiE PolF e ARAF
0.798(t=6.166, p<.001)o]aL, =84 =89 HA=ZA4= 0.323(t=3.026, p<.05), &4 =

do] ARAFE 0.282(t=3.157, p<.05)F UERTE o] AZAF ol yPrelHZ
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(12,762, p<.05)l ola] ol e, 587 =, Teln F§4 wdold FAGow §
oS herET ol ¥AH @At o v A E R 5RFY
o olw @ ol E S 9 kel FoAHAR 8] BAY AL AAsgch AFA, ¥

-84 weol A 2ol AFE ghol(29.341, p<.001), FE-F & oA \ato| WS

2) 74 5-2 A%

7 5-2% oAb SAANR Q1@ ahl el BAA el vAH Aol HA: dFe
ol m x| 8% e f Yol meb AN S AT FIE e} 2}

ol = FxAG Ak TbalA e Ak E yA(df=447)=570.3727F QoA Tz
Aol Aleke ek Aokr el yA(df=449)=605.367= RAE L. Aol An Ay’
(df=2)=34.996(p=0.0DE Rold BAHOZ Felavtn & & et Wb 41 234
2 Q1% Anjate] BA4A 7gol B = Fetol RA = g3 ojH R3] 5w o] X
Avsemel 37t Qb @ 5 A whapd P 5-27k A X H ATk

olE AlF-Hor AU EY, HAGFEYPANA Aol S oW A5 FP g 377
o) FAAoI HAY PHORNE Y TA BF Wiy wme FRAFE
0.860(t=6.737, p<.00D)e]ar, &4 =¥ A=AF= -0.058(t=-0.529, p>.05), T &4
welo] ARASE 0.141(=1.230, p>.05)& ekt o] HZA G Aol yIato|HZE
(34.996, p<.05)l <3l WolA w=HeArk FAH R {Fo3tA YErRT) ol FAA 7

Q3} ol AE % HBaE o] FEAge] Ao oAn@Th oW oW H 44 1

-~

o

fot
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AFAE g8 544 4TS AN AFAT Pol-584 wHolA PAoldF

[e)
o
7ko1(7.253, p<.05), F&-F82 w=olA X%i}o]@% 7£01(0.081, p>.05), F&-1o]7

Aol v A FFe oMAHE
A SRR G aHAe] $AE o] A pAel WAL FFS AAEATE A

4 3 %
874 =g BEIOW avlde] BAH Fgel RAY TH WAL IS Sy &
9 Aoz Ardt

7bd 5-32 HlfAL A E QIR AHAbe] FAg A o] A Tl mAl= 9

dz
oft
9
i)
N
i)
i
rir
By
et
Y
o
e
[
i
rlr
v
dlo
i
(i
£

EEEE

ol FzAG Ay AetA 2o uAlkmE VA(df=447)=579.9547} Pojx |, T
Aol Aloke 74a Aekwaol yA(df=449)=585.813% WA AU, HFolAF A Ax
(f=2)=5.86(p=0.09)% Ao} EA4S 2 Felstriam® + &tk weAl dHAL 434
2 Qg anAte] RAA o] nAL Ao v AFL ou| A= o] 24
Aeaa o] gzt dvan g & vt whdks] 7R 5=30] A H -

olF AFAHow AR HIACEEE AN o 2 o|mAB)E A ek 377
o Al WA P ORI e el (R WelH e AT

0.058(t=0.330, p>.05)0lar, =84 w=Ho] HA=RAGE 0.368(t=2.414, p<.05), &4

F

o] ARA5E -0.139(t=-0.957, p>.05)2 eIt o] ARAFY ol yixtol @ E
(5.86, p<.05)ll ofal] &4 wmHolAxt &A% FrolatA Yt ol 74

o g
3} oomAsN HuGY thol FEAeo] S oW W@ ouAHE §7 7o)

N

- - - 2 -
FABAE 98 FAA AL AU ATAIN, Pol-584 weln yareldE

3k01(30.77, p<.001), F&-F84 wEoA y aloldZ ghol(17.13, p<.001), F&-1ol
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2 wEol A Aol dE #0l(3.76, p<.05)E EAH ),
Fg4og Hashy, nace gl AR 9d iujxte] RAH 744o] HAls

)

Ago] AL GFE o AHE =i s FadE Ao AN 5 Ak £

HAE SAATE Qs el BAA o] HAE Aol v A Al

R

r (

TAAS o|nAFE FHPe 23Ae ouAHH .
JERdY. meia mase] wga A9 Al weld g3 F84 -

4
anAre] QA 7ol HAE Afe] WAL TS 9T F e Aoz AmE,

4) 744 5-4 HF
7Hd 5-4= MlAE AR IR AvAbe] F-Ag A o] BAH el mAls 9%

o ou 8%

R

1B
Ho
oftt
2
k=)
&
BN
it
i
rlr
B
Ll
o
o
ol
o
)
rlr
i)
o
A
m
iy

ol FzAG Ak FhelA ke w Aok yA(df=447)=579.9547} AojA ], =

Aol AFS 71at Aok o) A(df=449)=611.1992 A AL}, foldZ Ay Ay’
(4df=2)=31.245(p=0.0000% @ojx FAACRE Fgktt & = ot wepA] vlFALF &
Aave A% anAe) [ HRA Ao B Ade] HAE D oluAHE D4
o] AWM assk dkn g% sk whEkA A 5-47F A4 H QL.

o5 AF-Hoz Awr, HAFEFA A Ao g o|v| A5 FH tist 37 A
So Aoty RAA pAHompEl WAL Afd dg wold ods AzAs
0.892(t=7.314, p<.001)o]L, F&4 w2lo] AZAGE -0.094(t=-0.894, p>.05), Z&

wEo] ARASE 0.562(t=4.912, p<.00DE JERLT. ol AR A o= yixlold =
(31.245, p<.00Dell o3l oA v, FE4 A FAHOZ FolstA e o
A2 AT o|m A 3] 35 Z

B 89 el RS Ad 544 AL AN AAI, Pol-F 84 weox

rr
-z

23pol 1 Z hol(1.786, p>.05), 8-F84 wdol X y x| A ZE 30](5.737, p<.05), =

X
g-wold oA x Ao 7% 740](0.68, p>.05)E A1 H

THHeR Ayshy, BAEe] HA AL I anjAke] B Aol BAH
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CE 44> oM A3 E el fge 2PE AF AR
[e) —_ (e} —
Ae % FAHNn=236) H] - AHn=229)
AZARHSE) 7k Ax*(df=2) | BEAFSE) t%k Ax*(df=2)
Hlo]Ay-2) 0.798(.129) 0.058(.175)
BRI 6.166%x 0.330
(FAn=73/9] FAn=84) ABs* ABu#®
] EXER=Te) 0.323(.107) 0.368(.153)
DA H e A5 3.026% 12.762% 2.414 .
[TeTEe <T°r4n 87/9]-4-An=68) BC X BCx ) 5.86*
Zg A 0.282(.089) ~0.1396.146
© 3.157x i) -0.957
(%A}n:76/ﬂlv4n:77) CAx*x CAx*
o] A2 0.860(.128) 0.892(.122
8] i 6.73 7% > 7.314%x
(F-An=73/¥]-F-An=84) AB* AB
S8 A-2(B) ~0.058(.110) 20.094(.105)

DAL SEA R -0.529 34.996% -0.894 .
TAEATEAT | o ss7maanmes)|  BC BCx 31.245%+
g A, 0.141(115 0.562(.114

TR0 (D) 1.230 (LR |4 910w
(SA=76/1] A =77)]  CA#* CA

FrAE G
04} BT 8 v (df=447)=579.954, p=0.000, GFI=0.802, AGFI=0.747, NFI=0.783 CFI=0.938, RVSEA=0.036

: Xg(df=447)=570.372, p=0.000, GFI=0.813, AGFI=0.761, NFI=0.829 CFI=0.956, RMSEA=0.034

2

#<.05 #+<.001 / AX°> 3.84 A5 A% 2+ Aol EANEL 2009)

kv

et

e A=

o oo n
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(CA:10.541 %=, df=1)
wro] A w2 (CA:3.76%, df=1)
2 (CA:0.68, df=1)

Ao Bzl FAIAE AFstua gF a5 M5 2ol A E 2009):
A5k o] -5 82 -2 (AB:29.34 15 df=1), $8-F 8= (BC:1.554, df=1), F&-o] &= (CA:17.185#*, df=1)
TA: o] -84 = H(AB:7.253%, df=1), F&-T &4 =2 (BC:0.081, df=1), F&- o4 xg
=3k 9o -4 84 =3 (AB:30.77+%, df=1), F&-5&H=F(BC:17.13*+, df=1), T&
A ol -84 =2 (AB:1.786, df=1), $+&-%8& 9= (BC:5.737, df=1), TE&-Ho] 4=




A FFA =Y A4 A 2

ofox| 2=
1]

2 2
X (5.860%) X (31.245*%)

=)
2
a2
b
)

0.798**
(6.166)

JE

18

0.323**
(3.026)

18

JE

0.282**
(3.157)

Y, .@ @.912)

—> ojOjxi3|® =HEN gis

[EYTETTITTITYS -4 o|O|X|3E &I U
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