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ABSTRACT

The Impact of Airline Service Touch Quality
on the Emotional Attachment and Customer

Loyalty

Kim, Hye-Jin
Advisor: Prof. Hwhang, YoonYong, Ph. D.
Department of Business Administration

Graduate School of Chosun University

As the number of service workers nationally has increased by 44.8%
over the past ten years along with growth in the service sector,
many studies on the service industry have paid attention to the
factor of customer contact focusing on what influence customer
contact has on service quality and satisfaction. For passenger
service by airlines, as interaction between the flight attendant
and passengers 1s 1important, the contact quality of personal
service 1s particularly emphasized. Therefore, this study aims to
look into what influence the contact quality of service given by

flight attendant has on passengers emotional affection and
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preference for airlines.

In terms of the relationship between personal service contact and
passengers' emotions, this study classified service contact quality
factors into four groups based on contact theory and the emotional
theory of social exchange: individual attention, helpfulness,
courtesy and promptness. The emotional affection of passengers was
classified into affection, passion and connection. Passengers'
emotional responses are made by contact and experiences with
service workers(van Dolen et al., 2001) and may have an effect on
their future purchasing intentions(Berry, 2000). Therefore, as it
1s suggested that quality airline service had an effect on the
emotional aspects of passengers and had a positive effect on
evaluation, this study i1s to understand the important factors in
the airline industry, make an assumption, and prove the causal
effect.

The results of the study are summarized as follows:

First, it was discovered that individual attention had a positive
effect on affection.

Second, 1t was discovered that helpfulness had a positive effect
on affection and passion.

Third, it was discovered that courtesy had a positive effect on
affection.

Fourth, 1t was discovered that promptness had a positive effect on
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affection, passion, and relationship.

Fifth, 1t was discovered that affection and passion had a positive
effect on preference.

Sixth, it was discovered that individual attention and promptness
had a positive effect on preference.

Based on the results above, interaction between flight attendant
and passengers is required in airline service, which was discovered
as an important factor. Also i1t was discovered that passengers'
friendly feelings toward airlines can enhance their intention to

continuously use those airlines.
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=
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w73
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AXA FAHBrakus et al.,, 2008).
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=
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(Hoch and Ha, 1986). BJl= 7§4, BI= 77UE, BA= ofz, Bi=
A, a8 BAs AM 5 oy FokillA BHAls 4 B SHo] #hek <
T7F s A AgHo] kAl F2 54 A R AHE Al ug Aol
(Aaker, 1997, 1999; Carroll and Ahuvia, 2006; Delgado-Ballester et
al., 2003; Fournier, 1998; Muniz and O'guinn, 2001; Thomson et al.,

2005). o83 AFo FHAEL LH A} BA=9l A5 LS Fh AnH 9

Age ;Ao xmstn AEL ST W Ptk 2mBFe 4, B,
Ap) o] vkl Kol a o el o]t

38 BAE N2

1 AN 2o A9

ofZolati= goli= Bowlby(1979)7F frokeh ojmuste] frojanA S 4w
PaA Hz2 AR i e ojdl 54T il diskel g4t st

ol

1 AEHA GAH g stk AF 2709 FHY AFEe Y
S o SAUYS TFG 1 ol9)e] e AYEINY #Ad Fad I

o
TN
o
fr
=X,
2
B
o
2
o
2
il
N
20
)
7
iy
o
fru
o,
L
ol
rlr
J{m
oX,
filo
P
=
had
i

Z719] ofFAT= AAol o]z frotrlel FAE ofFe] Foto] d A
ofell Ax A|&£HaL ofzto] fFols Feld Aol BAdAM R dFS v
T low Bdlate] #AAel oMk ofFe] FA4HE F Ave ATEAAE
A8k 715 sFdek(e]dm], 2005). oA F ofFeo] B fobet 7] FSA
ol A= AAA fFdl#Al(emotional bonding) & AWl oA &

WA, TQFA Rl 4] ojFe SR Ay EE

r
o)
-3
Lo
B
b
2
o
o
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A #A (emotional relationship)E e|v|gtt}t, 1 A2 o& A&, W

55 5ol Aoz o]l ¥t (Collins and Read, 1990).

Lozt of ZHe] Ado] AaH|Al dF toke] A&Eo] Anjztel HAE 3t
o BANE AHetes HAE o2 ATt @bs] aEal dvk oz A
Lol whel debAar, o ek ofe o ek froi, ofg, Abg 4o ¥
Axo] dri(Aron and Westbay, 1996). 53 th& ZlE0o] 7|24 Azt

o] Q= zr= 73k o 2H(Ainsworth, Waters and Wall, 1978; Bowlby,
1980), H= 1d 9] ool 3t ofele] of2E Ao =ule whre}

T2 ARIEA A o277

!

Z| €t (Hazan and Shaver, 1994).

_%_
)3 2o gt o]dE F7)Ys nASe] B

(2
24
K
)
il
o
z
£
iy
=2

(Thomson, Maclnnis and Park, 2006). B @ = ofZH(brand attachment)<
MRS} Bl 3ol A A #AAE ddetazt AAE i o] tH(Thomson
et al., 2005). Z&HA7F Apalo] Al BAl=dl g fQlAel vE
ostal Az zhgsiy #AE FAttar o 71tk (Fournier, 1998). Thomson
et al,(2005)& BRI of#g “Bilmole] F7H]1 fANA YEhts A
3t 7FA(strong emotion)d] 37 xP7o= AWEiow, Park et
al.,(2006)& BHHE= of & "Hilzel Abols dds)T= 1AA, A<
AR E"E Aostal k. ofFo]E2 ofo]lEd FE o] FAHE AA
A Foiztol A SEsAA T, o] 5 Algst Fofell A Ak AR

and Read, 1990; Freeney and Noller, 1990; Hazan and Shaver, 1987)¢]
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=

Ak 9zre] IA(Paxton and Moody, 2003)E AWsts T3 7/
o7 ztElFeotrtar At

Agstel A E8g of&e] e AN Afstal e SHI g
of gk owE  Fetstr] 9 ATl AEEHol i o F(object
attachment),  °f#(attachment), EZA&F  ofZ(material possession
attachment), A3 ZH(product attachment) &< 7Ido = ApEHo]gt}
(Govers and Mugge, 2004; Schifferstein, 2003).

AAA ofzakd g 10714 2 o® #5F¢ Thomson et al.,(2005)¢]
Aol A fefrg o]l o, ATy, ‘Rl Wty ‘A Aoy
wEA ey, TVIRs v, ‘AEDS =AY, ‘BA AW, ‘aE5RE =

7ZitP o] ygow BEF39T). Park and Maclnnis(2006)= AA 4 ofzkg "

WA2 2H] 7§A| (consumption entity) Abele] AAH FoizksS WSk
A 7Aoo = Aot E st XA & AdES gEstd

<E 2-3>3} 2}

<3 2-3> A o] Ao
ol =} W&

Bowlby(1979) Abeah FAA QL A Aol o] A A gk
Mano and st AosgS 3 5 e ARkl dasi Rt
Oliver(1993) Aol FekS s UK thE 3l
Collins and
Read(1990) Blgkel A
Moorman(1993) 7HA Q= BAE FAIAITIAL A AEA]] &
Park and N1 AmB[ZRA Abele] '"HAA Foigrs Wkt
Maclnnis(2006) A 719 T
AYATES vtF o= A7 =E.
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2. X H fFe B APATF

ARYQTFAA AN AAA 2] AP FE4EL BE AR AT
714 BAE A&sa e A= 750 vz A5 Yk

Hirschman and Holbrook(1982)¢] A5 AlZto.2 AH|zLe] A

U-{Fl
E
=2

oA 7154 FHwe nelshs glol opie A, AAA SUE g

afof sttt 24 AM](hedonic consumption)Zfd o] 43

o

Mehrabian and Russell(1991)2 ZAS 7|99 A4 =L2)3 AujA}
o] Y5 APAIA A Ay A 3l obrlE JNAY FAA e (v

A frofell At =gkE = Aol ofyEl HL 53] AFRAME I7HA, 53]
Atere] BAOAE ofZo] Fadl o

do] Fuxa AHCollins and Read 1990; Feeney and Noller, 1996;
Hazan and Shaver, 1987). Ahluwalia et al.,(2001)> wlAI® Eofe] 7]&
ATES 54 el diste] " AAAQD Fdiztedl o8] 1 di/del o
st F-Ag A1 Ao JEFo] AAEE B, T8 HAEE I i xdnk
gk Frrel saE s aarF AT ARbg S, A A o2 PA
I

A ool AWMAL FHe YHHoR IPAOE YA He BAE of
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Rusbult, 1989).

Thomson et al.,(2005)& AH|zle} HA =9 V| A2 #AAES AHsts

2o kS Hhi=rt}i= Ao]tH(Carroll and Ahluvia, 2006; Thomson et al.,

2005). 7(;—1- 7<4/\1;<4 oﬂ;‘d—% o] 37} 71—7@ A]_ao—’ oaﬂxg %—J—r,]. ?z]’% Zjl—xh,]. =R

i, H ’ H

#d o] JtH(Aron and Westbay, 1996; Feeney and Noller, 1996).

AR o2 A7IAQ FEAES Fotel a7 dEolked Fis HA
= Aoz AF¥HI YuKCarroll and Ahuvia, 2006; Thomson et al.,
2005; oldAd 5, 2007; &%, 2009). o]HA (20052 7G-S A=l
ek iRl AE =gorA AMH, AeHow wkes dor|y 53
AMH|=71]de] Aol digh AeS Adiete 4R Fdsta Ao AT

(2009)9] Aol M= AEF} D] Mulzel gt GAH o 22 of 2ol gt

t}. ol& Belk(1988)7} B2 F9E MHste thdst Y 5 “AA AFE
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a
N
ke
%0
ks

<E 2-4> AAH ool BF HPAT

AT SR

: AH|R Haz=o AAU)H 3 A PR Qa7

Fournier(1988) %01619];/\0] o] 714 Al A 744 +
A - g

Johnson and

&4 of 7t A A ofjzto] FAHHH ok
Rusbult(1989) sk

Czepiel(1990) A o zto] tkHo] Fa 3 o a2l

Mehrabin and
Russell(1991)

: 2827 e 274 284 B34S A 2 o
Bitner(1992) | ey qamge grmon sRol} Bles 24
Ganesan(1994) INZAHAEE FAs A EHQ0 A
. et Fo] "AMA ofFHE = FH adEo]
Oliver(1999) é% :{%@ S h
Gremler and A AT aANHY FH, FAAEA G5, )
Gwinner(1998) ol HFoire Ao vk g3k
B2 R Ho] oddre of A AHE= ulLg 3y
Ahluwlia et al.,(2001) | |, 2" §Re] GHE oA, 38H ARE AREA
7} Ay
Thomson et AH7 7] A]|2=Ell ok Aoa HA= e T
al.,.(2005) =, BAESHE 2 Y
Carroll and = - N y
. E4 AF oy BEdx PA, TAHE HHAQ
Ahuvia(2006), o3 5t
O ©

Thomson et,al(2005)

o o0s) | AES AN AeARE, Aulz el 2ol

AF e Az o AR e o e
4742009 | el vord AE48e e Az AW o o
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A48 17 JEZ=

1. 27 =9 A9

cfarfel Wk 7IE A7 e AW, B=d A, 4 A

o wEe Wxol fakel =3 Y 5949 BE Fow 5 ok 2
A fEEs s A Fe AQus AdEe] T f s 454 2
S99 Aol B 4 vk w3 WALl WAl sl el

<
)
S
a
r o
as)
oz
o,
i
o
S
2
N
L
=
%0,
£
os)
D
=
—
<
\}
(@)
(@)
(@)
o
)
O
)
=
(@)
@)
[0)]
—
O
O
)

(Oliver 1981).
Oliver(1981)ell ¢Jslo] Au]~o thdle] o3t HEE A Y= Ao

fol
H

ek FeAdol AAE F mAo) s E(customer loyalty)E Aol
(brand loyalty), W& dA &% (vendor loyalty), AH]Z=e] & E(service
loyalty), A& %(store loyalty)2 73l & 4 Ath(Dick and Basu,
1994). 17 ozl didks] HReta thH Al fido]7] wiiel ofeie
2 Al gk ARl i glo] shube] XAHE
o Ws Frebrlwk Al 27bs st

& Wt ohd BolEE TR AR

)
o2,

oo ofFwe] o

4

oot
of
>
o
o |
flo
A
2
ox
>
o
=
A

W, #edah gy gean de) s o] AR MRjAE wpiR 3
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Qelaizel 40%st B A ] 5% g dddA] FIFAE HE Ao
eha $eaglet,

<E 25> jamel Ao

AFAHAE) 9]

Nlo] F+-ake AlF ol A ] E 47I1ZF St A =
= G AFolvt Anjzo] o
Snyder(1986) | &H| A} X|&A el g E -T2
Czepiel and | ZA Ado] 7wks Fa1 w3t A
Gilmore(1987) | & €=

Backman and

Oliver(1981)

r°1'
N
rlo

Crompton(1991)
Dick and ol fFo] H3AHQA HAHANA AFv] FE AoF
Basu(1994) HE 7+ %}ﬁﬂ
al

o]&-TM(1999) | & AH| = Zﬂ%x}% el vA olgstaat sfarat

ok ow
AT | o] dAg VIF Fet IS A AL dA g AlEol
(2005) w Arj o]t o] §staLa}t sk A EHAQ A H e
A7+, 948 | 20AE 59 A A AelA A7 B HelE
(2006) oAl Bzl 1o wWE A FES Hol= I
SERSE N
’ T WE. LA A A, A o]g o 3l
(2007) 1= -/] —vOOﬁ:fL H]o % -/]
ooy | TIEE C18® w2l s} Aolgelr, 74
=S EFI AN
Ak, W3,
= Sl Xz o] o
W 2(2010) A=+l Ajo]-gstaLat & Y52 ok
geba 2 AgelA FFAte] wA smg Aus J)gel g AF

@ Aulzolzne Adon gostn 1A EEE dEss G A



il

vl 2ol ik 5ol A FRAESANA Au]zo] e T3] H=

Agstagsts A2 Jolsag duk olUd WEES <E 2-5>9 Lol

EoojEme] FARA FEA 9k iR AT/ PFEY 4LUL o

T WA Ao R Fufete AdFor Aoy a, Ayvids, A
e, d Bi= Auvg, o &5 & T3 SAsHA frk(Tellis,
1988; Frank, 1962; Tucker, 1964). Z1&jv} An|A7} sl o]2AH 3}
= oA AAAR Y e FAIR Y= X HJacoby, 1971)0] A7] = A,

o= AdetEdl ide g3 Beed dxder odz=s Aostal 9l

A ojEEehe AdE WHa olds] ARME oF AFsE 9

=< Ay = 4 Ak A, Mvag dd

55 odstd = #Holy(Nguyen and Leblanc, 2001). ©]+=

N
e
o
-4
=2
ol
ol
rir
o
=)
Ry
fr
2

Oliver(1999)2] A A ola G A ofj&re} Wt o] st} HESH AlH]
zofl tig wARE FrR ojFws dYstes #HoRE AR F Qv

(Macintosh and Lockshin, 1997; Gerpott et al., 2001). o]&= A& %<l w1t

=3 wEegAel BAZL A28 ¢ Qenw A oo aTat
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ob&] FH AUt @de dEn| oy Ao mA 1A dfees A
W3l = AlXZ™(Sharma and Patterson, 2000; Hellier et al., 2003), w}A|
2o a7 wKoly A AEE 1A ik PAolHe FHEZRA LR
= ZAdlEe]t(Raghunathan and Irwin, 2001; Reynolds and Arnold,

2000).
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A24d 9774

1 G334 AH Aulz HPFATH AR A7

aAge ARE Aol Fad Aot AL Bweetw Fololt
0 Fad 7le2s Auz Aol slrh. mEd e 49w BAd FAAe)

Ao R AA My~ HAFAE A ET A

E H ) (e} ’ [e] [e]
oz TS 4 glom, odd S5 nre] FFAE o gshuA I
A BRIEC tid A A Aol dddE = des A ¢ o

(affetion), EA(passion), F(connection)®] A 7}A LS *eatar 9l
t}H(Park and Maclnnis, 2006; Thomson et al., 2005). BH¥= A& L 41H]

Azol Fulg HolA @t AFIAE BT F Yov %A AFH

Aol Aol s vs wER-2EE HolEE ol oS o] g3kt

Bowen and Headley, 2006; Gursoy et al.,, 2005; Rhodes and
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Waguespack, 1999). %2 gx}50] 5He FFAE9 wsholl digh 7l
< WxH(Ekdahl et al., 1999; Laszlo, 1999; Ford, 2004; Smith,
2004). ©& A AL Aol AMu|zrE Adee A
(Edvardsson, 1992) &&Ate] Av]2~ A3 (Bejou and Palmer, 1998)e]
3 A7 ¥ o9 APS vFed o4 &S5 AAAHCarlzon,
1987; Le Bel, 2005).

A g A A nAe) ANt Aulse] FoIE Wk U

(King and Garey,1997).

BRAE ofZ2 AH[Apel BREZRe] B GAH folEA o)A
(affetion), €A (passion), Frtl(connection)e] Al 7}A] L& EFstar 9
tH(Park and Maclnnis, 2006; Thomson et al., 2005). B#H= HAdL &

AlALEC] F1E WolA ¢e AolMAm BT & e g dud B

HL: 5599 P8ge oigel ()9 932 v Aol
H2: 55749 7age dgol A(+)s) 93 ma olrt
H3: 5799 8ge foel A9 932 v Aol
He: 5799 5842 ohgel ()9 932 v Aol

H5: 57909 f848 a0 39l 9

ort
o
=

i
o
©
o
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H6: 57-9le] f84& frolol Ao 9 mA ook,
H7: 2799 &8 ool A9 93 mA oot
H: 57-9e] &4 4ol A9 93 mA oot
HO: 2799 &4 frolol (e 93 mA oot
H10: 5599 ABAL oj 4ol A(+)el FFe v Aol
HI1: 5599 A84e A4 A()e FFe v Aol
H12: 5799 AB4e fojol (el FFe v Aol

2. X H f &Y fr =

FEAtel ek A A of 22 oA o s thek frolgk =A7}
2 Adrk BAHE o 22 Avxpel Bll= 7ho] AFek A A FiEA of
A (affetion), @A (passion), frdl(connection)®] A 7}A zYs E3hsta
ATH(Park and Maclnnis, 2006; Thomson et al., 2005). 2= of &2
oo} mpRZIA R M| A A E7E T S4olHA AAA Ads UxE

shaL etk elu vas ARe $714, AME #A Ade] opc Ha

iy
o
rlo
B~
e}
X
il
o
ool
=)
Ll
f
o
Ry
&2
rir
o
ol
=2
>
ol
i)
o2
ok
4

O,

o
i)
Ko,

slo] ALgslar Ql=dH|(Fournier, 1998), BE#¥=

of 2}
AMA FdiEA V1A Bl dEa o, 54 Bl X &H3
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HI3: ojge o sme] (o) 9dakg ma o,

ll ol
Hi4: 94 o sime] 4(+)e] a2 w2l Zloluh,
ll ol

3. A Mul& HPFAH JEx

i3

o) AMA Wee AT Aulz AFAGe] A

o] oaj olal(van Dolen et al., 2001) 3+ 12720¢] n

al

&5 £ 7 UtkBerry, 200003 vt I HA= FILS 4v[p of

FA4AQ o9& v HH(Oliver, 1999). A3 AFEo] a2 B2
= Ade 9 Aud ArAgHgds FEs (Petty and Cacioppo, 1986),
uebd AP ARl A H8A B AR A B 588 Aled

3ol 7HAE Agsty] Wil BIA=TF g 49 Ade

K}
I
|z
e
in
N

_>|:4
o
=
>
i
o
ook
ol
>
>
Ll
_O‘
Olr
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o
O
_{
o,
o
2
ol
r
o
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[
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i
=
)
o

3 AR FBAE AolgFHAL FRAGEAA FasaA e 4%

S FEA & 9% AR BUF £ Qo AF Aux FHELL o

fo
k1
2
ol
o2
-2
of
o
o
=)

X,
o
£
oz

o
&

S
i}

H16: s5o] /W82 ofjamel A(+)9 &< v Aotk
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FE] ATEATHE 5L <GP 4-1>3 gk WA SEate] 4w

2} 1329H(55.5%), oA 1069 (44.5%)= YJEFG T Swzle] e 20

rlo

)

7} 179(7.1%), 30WH71 807 (33.6%), 407 87%(36.6%), 50TH7l 497
(20.6%), 60tHelde] 5% (2.1%)= Yebsth & aFo] 11%(4.6%),
AL 57 (2.1%), tEC] 1929(80.7%), tetdEe] 25%(10.5%), thetdE
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Aol gl A ske], (e aRA dust vl a8 E deow §)

= dAE 54 HEE SA I

2. AX A A&

A A oz Thomson, Maclnnis and Park(2005)9] 945 EUl= tf
59 FEES AT A oz dgisk Aol A o zhe] AU S Al
72 oA (affection), EA(passion), f+W(connection)® 107}4] &S

g3l 4A4 ol FEE SR

!

<E 4-3> AAH o He] F4YE

T S
HEA OfE | OOFBAHE_ (OfHO| Zheh | ARFABCE /A2 stoH B2
UMM OfE | OOFTAHE_ (AFMolck/ fhEHolct 78S Foh)

SUM i3 | COFTAHE_ (BEUS LuCH A Yol 252US Ao

« Deborah J. Maclnnis and C. Whan Park(2005)2] d+& 7|=2 &t

_38_



foll o &t

Z_'

o}

o 4

w

AR EAYEE

3|
hSl

2ol o

4 o

B

;Oru
—_

)
—_

Ho
160
Njn

o
2

)
—_

Ho

ﬂv.o
oH

"

0

8
S

X

TA

gk

Foll o

Z_'

o o

4-3>

3. 5=

o]
S

ZAe} W

5}

EQE v&

=
=

Maclnnis and Park(2005)¢] <17+

700

700

A7} H

oF

_g]

=T

E

71EaL7

ki3

T A ¢

<

o}

ol

o

7=, sAAA A

=
=

o] Hage 7

o
Ho
3
W
<]

_39_



DO TR R
N i ,muﬂ - :i Mo:4u M MNOWOWOWW ©F AN O™ 5%_@%% W:nw
O S ] WE|EECEN SROFE BNS5RS 88
W om0 oo e Ploccccs Ccocos oS3 oo
o K ; o =
" op 9 ° ~
o/ s N i
poow B .= oy
F T ooow T o
R Woower - o <
TN [[o=NN— S0 W0O SIS o =
T i SlmR|RE8Es 32388 Bk8Es 8%
E ®r o = =% |ccc38 SSS5388 oo So
o X ae B m|N s
oo a o)
B o 2
ok L o AT 7
] 11—
o %ﬂ 22 %ﬁ N =
< o 2 TINO|IN- QYT R-DRQ QAN HTD N W
e gV ox wlwa|83835 SR888 83588 &%
ey 5" ﬂm Jo E.umo_o_. Coocoo Ooooo ococoPo oo
z.a e OC A,t N o 3
i 70 Ho Mo s
—_— ﬂ A_.t _O N
O ﬂo
BT <
e : i Pl mMoO VOILTON CAOLEY NADITN D
i t o o w3 |E28RR 55588 FE{I8 2o
= 9 P o Ol|lcccdd o3 ScoTc T IO
= I A -~ = | 0
o - —
o) NT_ Ny om e o
~~ v&l — o
joH HoooR # @
== - o
P T o5 =
o — 0
r ANSTOH—0 OFTAO— OANT — 0 —A
EE OE Mo H.Al T _wﬁ | X0 X0 %0 X0 X0 | X0 X0 X0 X0 W.ro X0 %0 X0 X0 X0 X0 %0
o n re . v I T T 1 1 e R
T o= uy MR MR mBMBBD TEE RS O
o ST R R
® <o @ N oF
mooB e Ry

2.029
11.936

77.665

Be gl gu. #

1

3.253
19.137
65.729

[e}

oA AAR

3.545
20.853
46.591
=

o
_40_

124 4

A
hu

4.375
25.738
25.738

=1}

Y= LH%)
£H%)




QA AHg 2XE FHF, FeA ALES SAAA A2 7HA AERE A
33, B 249 AdEo] BeEIAE HE)Y 47 o] AAEHUT. o]
C &g A A4S AAE A, EA

(a=.873), F87d(a=.854), FE4(a=.950), H&4d(a=.918)2= YE} A
BE W AFAS SRS
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Gl F BAH o F % oEwel thE wAH QRN At I

Al W@ BAA oj e ofAH ohe ool 7, Axe, Halsel o

47 o] =EEATKIE 4-5>.

<E 45> AAA AR jsro] dE FAH a9y

=R sz SCH of o
a=0.871 a=0.901 a=0.863 a=0.848
A of &t6 0.839 0.219 0.232 0.160
A off &5 0.728 0.224 0.225 0.333
A of &7 0.724 0.336 0.319 0.255
Ol S &1 0.200 0.886 0.038 0.168
Ol SE2 0.315 0.838 0.212 0.148
S =3 0.130 0.837 0.123 0.289
FOi & of 2H0 0.203 0.132 0.904 0.049
FCH & of 29 0.131 0.100 0.898 0.033
FCH& of 28 0.414 0.100 0.698 0.274
Of M= of 23 0.191 0.291 0.071 0.877
Off & off 2H 0.449 0.368 0.078 0.642
Of M= of 24 0.561 0.133 0.224 0.624
17 x|(Eigenvalue) 2.698 2.674 2.440 1.985
Ao 2 A %) 22.483 22.280 20.330 16.538
£ 2 AH%) 22.493 44762 65.093 81.631
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0.700

1
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0.558
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() p < .05 (=) p<.001 (+++) p=.000

2. 18 AMulx HAZFANEA, 784,
Ao "X = 3 FH5-HS)

- 44 -

24,

4587)
oA =

= FAATIA 2 Aot

8A)o] &

SRR R
Aow kst



2

4-8> o] 9}

<3t

o
Zhn

o

)
~

o]

4-8> ©12 AMH| A~ H A3

<3

K
s

ol

o0k

=<

=<

0.389

0.864
3.431 %

0.069

0.212

7

0.001

0.395

0.852

0.078

X0
4
o

0.000

3.538x++

0.342

<0

ol
K0

Adj. R? = 344

R?*=.356
() p < .05

=.000

(+%) P<.001 (=++) p

4, B&A)°]

3L A
L

T84, 3

14 Auz AHFAGNEA,

o ®

3.

%3 3 (H9-H12)

T
T

=
{jo
w
0

A
0

~X
o

O

T
o2

{jo

T0°

o
o

1

N
o

Au g g HEt

o
HH
o

umo
o

rveel

o)
o)

ABsc}, weld gEA S5

Al
=T

_45_



<¥E 4-9> A Aujx AHEAo] Suo H A= g5
o
Bk tat folsE
7he N -0.030 -0.313 0.755
84 0.017 0.229 0.819
&N 0.033 0.296 0.767
gy 0.236 2,022+ 0.044
= 0.063 Adj. R*= 0.046

() p <.05 () p<.OO1 (+++) p=.000

4. AAXAH fFHARA, €4, FH)ol di=d HXes ¥
(H13-H15)
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Ao g = e 4 e, ol U] 54 AFoly Biizol t

AMA o FE 2 AlFoly BRlEe] gl of 3ol HA Al JFe v

_46_



b Akl o

0]1—‘:‘

lan ~ N 6N N
oy o} TR goR BR TR ¥
o = - K & N = 2
o — M T W R K o 4
. ke ol —|u 2 oo Ao 9 T F -2

+8 358 = T T B = " g o o W
JEl %_~u olo|lo “gl ,mﬂ ,Wr‘._ Bo ﬂﬂ ‘w.% éo ,_._vm.o = O#E X
= o e N T = il T o B° N Ho o)
T o I B SN (R G T
Jur z_o & ;& M X i
T J) X0 o = ¥ K I
= ~ 4 N N N R | ~ =
= T . Ho poreod W oBoM T Lo X
R A PR 2a = oo T T ow o

= Uls (%) a|S X0 o R e WSO
z ol do | W ¥ o & ﬁ 4
_ T O_H m X T ,ﬂl ,m.ﬂ DT ﬂ.wo ™ s N
i o . T OSCHEE R - w0
e N 0N = Bk B R o
_ T i g AR YR T oy

) / a0 e ow
% T lglelglgl |8 T o M@ﬁ&lwﬁvo_zam
| B8 |9 = ° oy o i < W B

- x S|S|S el N = — 2 i o ol Mo op oo
5 X St € zoE Eowog Voo o

R A ME ¢ T WY A
i S = g LR O R TR
R~ D A A I -
R = /h\v ot OL ,ﬂ ﬂA_.E mE = ~ T val
: . . I FEERe TR
i 9 HEEEE SRS I R S
5 IR F B, X B ol R pomom A _E In ~
z E smEel X T ag ST iG]
Mﬂ S oy w T T < = RS = N : —
S wle Sy ¥OZX o M B T X
_ o ol X EE of & X T

- = L < . 0o N
w Nk P L A I B G B

_47_



gigol F o welslel & glolth gFAe] MUAEE Aulsigel En)
F1 Fad A takst 4T AR Fol Mu|azge] IAL

WS, BEHOR Q8 Aus HAEAS Adshs dol A7 Basi,

s =
Bt et wolFE
hH o 0.229 2.926++ 0.004
7EY -0.010 -0.174 0.862
s&d 0.147 1.633 0.104
Heatd 0.312 3.312+* 0.001

R?=0.387, Adj. R*= 0.377
() p <.05 (=) p<.001 (=) p=.000
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<E 4-12> AF7ME 9 =

& ol 4 = Zae 5 A EH O 2
7 A — oA < E4
S 7 - AN 712t
7td 3 - sj 7|2t
7t 4 — oA < E4
7td 5 784 — AN < E4
7td 6 - srj 7|2t
7t 7 — oA < E4
7td 8 &4 - AN 712t
74 9 - T CH 7|zt
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