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ABSTRACT

Examining Structural Relationships among Service
Quality, Customer Satisfaction, Customer Trust, and
Customer Attitude in the Context of Sport and Fitness

Centers: The Role of Uncertainty Avoidance

HyeongShin Kim
Adviser : Prof. Kim Min Cheol, Ph.D.
Department of Physical Education,

Graduate School of Chosun University

This study was conducted to analyze the result of five factors of service
quality of sports and fitness center on customer satisfaction, customer trust, and
customer attitude felt by consumers. In addition, the effect of uncertainty
avoldance tendency through the dissimilarity among low group and high group
in the COVID-19 situation on customer satisfaction, customer trust, and
customer attitude was analyzed. The purpose is to provide empirical basic data
that can increase the operational efficiency of sports centers and dominate
management strategies despite the risk of spreading epidemic diseases in the
future. To accomplish the reason of the study, the poll used a convenience
sampling method in th midst of non-probability sampling methods. It was
conducted for a total of four months from November 1, 2021 to February 28,
2022 through offline paper questionnaires and online questionnaires (Google

Drive) for residents of Gwangju Metropolitan City, Suncheon City, Jeollanam-do,
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and Yeosu City. Through this, the final 276 copies of effective samples were
secured. In addition, for the results of this study, SPSS ver. 23.0 and AMOS
23.0 programs were used for data processing. The accompanying research
results were acquired through independent t-test, structural equation model, and
multi—group analysis.

First, among the service factors of the sports center, reliability and empathy
were found to have a important positive (+) effect on customer satisfaction.
Second, it was established that customer satisfaction in sports centers had a
important positive (+) effect on customer trust and customer attitude. Third,
through additional analysis, the difference between service quality and customer
conduct depending on low and high groups of uncertainty avoidance in the
COVID-19 situation showed that the higher the uncertainty avoidance tendency,
the higher the service quality, customer satisfaction, customer trust, and
customer attitude. Fourth, in the results of multi-group path analysis according
to the low and high groups of uncertainty avoidance tendency, the positive (+)
effect was the same in the path of service quality and customer satisfaction,
customer satisfaction and customer trust, and customer attitude.

In conclusion, this study presents a conceptual framework with theoretical
basis for the causal association amidst customer satisfaction, customer trust,
and customer attitude in sports centers, suggests that there is a dissimilarity
groups depending on perceived risk of uncertainty avoidance in COVID-19. It is
revealed that there is an influence on customer behavior depending on the
group. In particular, reliability and empathy among service quality are important
factors that can lead to customer satisfaction, so it should be recognized that
the service authenticity of sports center employees is very important. Usually,
the managers of sports centers provide training on the service authenticity of
employees, and customer satisfaction leads to customer trust and customer
attitude of the sports center, so it is expected that the most efficient sports
center operation strategy will be established through long-term customer

management.
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201913 12€ 319 A A ®A7]+(World Health Organization: WHO)®l| =+ 3-Hj
o] A 3o HH It Aoz HuEJLh o]F Z 219 wloly s 7Y
=(COVID-19) &xzt= w438 FatEgleon, 7= <13 2020 39 AARA7]F
= Z2Y192 Qe o9 (Pandemic)S A XS MARAZ]F7F AA s
THoRE Tk Ik olE W o] AFEAL, AFHFe] A

N

Bl =7kl ) di@wlsE Kool welm AdAld zAs o
S Wl Hpolg s FHOR NS =

Folvy, Ay ARy BT T = 229 vlele s Y F=7t
Kl

7o m2 XA 3}, o, ASF Z2aWE AW A A A= 259 AL
7 A NS ez o ol vk W, 2021).

2199 938 A7 T AAZC WS B FZ2u98 Qs AA sy=E A
w4l HES ST ol ZEUH99 ATt TheE whEY SR a7
Lo AR A A FUIE AFshE £ ool o] FRiy = HIES HASH
F3)eS AAbslE A2 YERE TS 7], 2020). 53], OECD 3870 39 =71 5
Fddx} vl &o] 791(28.1%, OECD) & & %rﬂ‘ﬁrﬂ}% 29 7 A A5
| 5 <= 7HEY Yol ¢ & B34S 9
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O

ol FEo 2AFAL AR2UHY 8 o F vEdo] FasArke $HE 97.6%
2, WEe Zango] 50%0]4 Hrke

o]
= o
Baalthe S5 Ea 07.7%000, B e wl o] 50%014 Faalt @
ol 457% = A3 A A7 AEdda eRgE Ak mE oY 7HA 24
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3 1d |@A BAS v AFGAAES] UE HlFE EolxWA, 2020 1249 7|E
803zl =3t 20199 129 tiv] 118%7} T7Fetd ok (=123, 2021). &
EAZ AAG 2012 o] F zm FEOR, FAE AEE] e 1AE dE=A
ol M|F% 76% S7FATHE A4, 2021).

FH o R ImUI9R ] AHAES olE AAl 5 A A e T4 &
;»}19 NS 93 74 Aoz MICE, @3, 54, 94*‘4?3 i AE 2 A

F4 # =<2 SERVQUAL< 7WstAl ¥ 3ltk. 53], Parasuraman Zeithaml
& Berry(1985)el ofafjAl 7Rl Mu]=FdE 107HA4 24, 97789 507 AA
HAT  olF  AH|AFALE FPA(tangibles), 1A (reliability), &H4
(responsiveness), 2214 (assurance), &7 (empathy) &2 T2 FA = oH,
HFAo®  Parasuraman Zeithaml & Berry(1991)¢] dAFolAe=  7]E9]
SERVQUALS H <3k 7Hd ¥ SERVQUALRE 2 S A 31Tt

ol vz e g AlF 2 SAC diste] F &A XEt

- =2 U
Gl A ol FoAAA Hrk(Hrs, A, 2003). Tl AAIAGAAM 97 (risk)
AL 2 AaHQ] o] obd &nA FujefAEA M FaH R A=
APE TIHCFAE, 2010). =3, B AZ4sk= fdS A2AT7] 9
2R AEE AFHE ARE FAst Agste]l AsetA dAeH L =Hsks A
o2 I UArH(HEY, 2012). AlFol EFHAES WEstar JJod anjA= 9
AAAR S 317 Aol AFH #EE AEE 1A s o)y FRE dE F
gAY, 22 F dolxE 2S5 e A oldu 53], o] £ oW A
712 golgol=A, dvput BEAAYS T ¢ A=A whet Lol oAb

Ao Gt (Higgins, 1987; Lee & Aaker, 2004; Gielens & Benedict, 2007).
kAl 2 AFgAE A AAHeR AW 9 gHe 934 =E:d Z=21192
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o1 W7
1. ¥ &=F 2

1) Auz9) Ad @ 54

A H] 2 (service) o] W o B EslE gEloQl ‘Servus'olA V] UE AT 2w
e AFTs v o & s, 1 ofFd gyt or B g e H x| 9
2 otk 4k A A= BAARD VMRS IAREA] P o, AR A=
A ARS] ol 2 1o tigk 7HA| =
oF ShEA Hoe Zd AATAHA o
(2016)= #A= ARI2=E Heolel

= 2o NEer AFE e

NE

o Aus

Sa . 1

Hjzo] 594 ]“HTQE}J—O} LT

Kotler & Armstrong(2008)¢] 9|8t Au|x= BdHog FPAFS zta 3 %
o] t& Foll AeS sHAl HAW FH I o= Ho AFEE AZHA F= 4
It B9l E detnta splom, 1 ALRS FR A AFY #EE = i 1

22 oty g Fx quta AP i E5F, 2020). 3 Parasuraman, Zeithaml

& Berry(1985)e <JstH  AMujx=e] EAow F3A(intangibility) 2 ¥H]E2]4

(inseparability), ©] &4 (heterogeneity)®} 284 (perishability)2] 7l z el EAS

7}7‘“:}3’— st om (Frl <, 2021), Ax AH| A vhYke oA e S5
=3 glo] F5E F ARE ATse FFY dsolda 4 # Aok 1R

Sﬂo-"/] Aol mluE

7HA AL AT

o
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Az AababE mae] okdyl AfH] g e
o7k lom, mAE Aul2 Fu) H A &X}@r«] A= 7}
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o,
|

OH

- Akt e, Zu b BAO] of bk,
ey - Aus AFel Auat A3 Fol .
- A Y AES @ 5 sk

- AR|ze] Agapgold B2 WAoo w Qe Fdo] dAsHA] K

- A3 £F28 oy

o144

aEy - AnE wes] us ofd
O

- Aulz AE el 3y

(1) ¥ ¥ A (Intangibility)
Aul == 44 JErt glo] AAE X AY B 5 glow, ARy A
FoH =S B8 AAG F AuHEAu, 2021). AB]2=E A (objects) 2] Btk

dgloln a7 wFdl 27k 34 AEAD wAY, =AY, RRAY
A % gk ool Au o] E49 84 (Intangibility) S 2 7FAe) whAE A

AAe ATl A, AHlas AFd vk 2 A, MElas g4 58
AAES o Aok AA, My d9d A dA7bE AAsk] olH e, 7H4 /54

T S wiel 2nrE |4 F2S Frkehr] oo

(2) ¥ &8 A (Inseparability)

Hl 222 AHls Alg Aol quag e
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a7 Apele] FEAAARS ettt giFE dA Agrr AAET 1 ggoeR
w), AP EE FAE AX e A 2ae 1A #eEa 2 tgoR FA Ak
27} o] F o] AT}, oo Alu]29] EAJel b A (Inseparability) & 2 7}x] 9] u}
AR AAAE ATzt A, Aul2=s di7) Ak AR7F sA ] o] Fo A7
el FAYAS s wlg o Heh BA, Ak An]e] FAIAS AH~E
JFststo] R AAE @A4dst= Aol E7beds n gt AA, ikt 4]
of Ao R s, AL it AA AARM Fosty] wjitel] AH]~ A
o]

o) Aol FHACAY FAAN BE JFL vA 5 9

(3) ©o] A A (Heterogeneity)

FEI Az lo] T & Aol e Holw A2 AH|29 olH ot o)A
e 2uRe A AFEHE ATt 33 AR Fom i el whebA
ZZol Ay HAHANA dEtA = Ao|H, Parasuraman, Zeithaml & Berry(1985)
of o3ty o] dAge st Au 2~ AAtkel FoAS FoF skal, nAnith ApE s}

H oAz sy A A Eolorsts FAdT B R Auls s
A& Ful F NS AFUANAE Tl A5 S vl gots)of
shobal FASEATHE A &, 2021). oldl Anj2=e] 5421 o] A (Heterogeneity)

nAE AAEE AT Aok A e ANEFES BEE7I7F ofE 9
Mu =7 AE AR 2AT27 AT & gle B2 8Q1E=E Qs gzt o)y

(4) 24EA (Perishability)
Aual 27 AE FEE ¢ e EAL AgAlolth, A A (Perishability)2 A

M2oh AEA G AGHA G Mu2E WAE S glom, AnE neshs

&l

Aol B7Fse 545 AU vk olo] Mulz 5491 AW F 7HA 9 v
g AA S Al vk AA, ARl AdAde B kA E v A e
TEAQ] HAE AnE BRAFTE 5 gl EA, Av2E e AY A
Sthe APA S ARl a7E AREHJS W AHE 35 d (recovery  strategy) ol A
T ok 3& hAlsta
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2) Aul=F4d 9 g

o] zke= AN e AbdA ulE Zta e FEE Ay AlF]
a2 B B4S WEATI=A ofFel tia 1 |rF el S o
o] A T Ao FAoItH(dAf, 2020). AulAFHL uAe] Jg7F AA H
Ag Au|2=9ke] At zpolell oa] AAE A= Fow AH[=e] -3 A}

= dubx el #eko]th(Parasuraman, Zeithaml & Berry, 1985).

MU =Fd ol Mul 2ol a7 o] o] 85 2
ol We AgEe]l AMHlE Ao uARe PFeEs Al 9l
(Bendapudi, Leone & Namasivayam, 2003). WA, A#8]=EZo] tfa)
Olshavsky(1985)= A B 2=F4dS AFol tist A4l H7F Jej=2 vzt FAF
st /g o2 Hekow Parasuraman, Zeithaml & Berry(1985)e] <Jstd 71&<] <
T AdES EgE A7 Aus FA42 a4 7ol A7 Ateolo] Ed A

AF 2005). Smith & Houston(1983)¢] <
TollA Ao 7l A e} Xﬂ%% MUl 25 o] A Z}et= Aol whep AH| &
= (71Zi—°r, 2022). wl=wuAE 3
(AMA)oI A= Au=5 dmE flste] Az st
st olel b dwd W] Ee RkSolgial Xé-"/]é}‘ﬁiu}(o]%%, 2013).

Gronroos(1984) &= A u|AZEZd s A gEu FAgo = H
7

ATh =, /\Wliﬁ?ﬂl% ZH| ALl 2B =
A stz feiA FaHE Fd s A ZE AuaFgAlelal FoEith
(9%, 2017). Lewis & Booms(1983)%= A{H] S A A AgE Au] AT}
Aol ztar gl Zldhel debd REst=Alel] ik HI-ekal g efsblar, AuH|x
FAL aAMA F duE AR AFete Au=E S a4 7tiek AH|
I

7b A EE e AL ouldti(e]§d, 2008). E3 Aydin, Ozer(2005),
Baker, GrewalZ} Parasuraman(1994) &2 Av|2=Fdo] AMu]|27]de] 34
nAE wtes A edlolat P UH(WIFA, 2021). wEb AXx FF G99
S BAANA AFAQ] Mu|2FAS AN Ax=

A AE R ASAL o g Qo] T AL WABTHAH, 2008). AE=A

EU_L/
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B o] ArjaFdel g APATES Aystd <F 2>9 2k

F 2. MuaEE L A

AFA 49
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A |

Aul2z=o] w2 Anxpe] Y] A X e g lom,
Smith & Houston .

T2 AlFE Au] 2o tis] o] A Zbskal Q=
(1983)
Aol 25
Lewis & AN A A Aujzef ois] o] zka e 7|}
Booms(1983) Aupr} Fghali=rtol] thak H =
A A Au] 2o digk x|zt 2 s o] AH| 2o 3]
Gronroos(1984)

ZIdsts S vt Aae] A B9 A

Olshavsky(1985)  El=9} frAle d oz Aol udt dAxkael H7F e

Parasuraman,
AzbE Aquls FAL Aozt Qe vldie X 7wtel
Zeithaml & }
EUAof dig Wy Jx
Berry(1985)
AU 2EAE Aulze] AuAel $5atolu 5ol
Zeithaml(1988) i
g el %7t
Aydin, Ozer(2005) AU 2~71de] £3 2] olnAE == A Qo)

veAYEE #AE sty AT e AEAuete] BAAN FHE e
(AMA, 1960) ofe] 7HA &, Wel ¥ w=

A5 AR TE HHOE ATAt 49
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3) AMr&2EFZY SAHEY

Au]2z=ulA Y Ao A An]2=F A (service quality) 3] ®ol thFojA L
3t} Parasuraman, Zeithaml & Berry(1985, 1988)2] SEVQUAL I o] &
A F7A ALl BE Mu]A Holo A Mu|AEd =A3 #Ey ARy A

CHEFu, olel g, 258, 2011). w4 o3} olFolAE AulzEAe Frhe A
g FRng Aze F40 o Fesehel 4, 2016). 1este] LEwsA A
H2EA Zgel BE TUE o EHQ Aol ArHYoM we AFHEL A
M2EAS 437 99 HEe] Baye Frstgh AnzEd 349 284
e # we ayAEe 97 AR oFolArksE, 2013, WEHoR

Parasuraman, Zeithaml & Berry(1985, 1988)= 159 XH|A2EZE S HIISHA
HE 4409 @33 1019 ALY, 84, S84, 58, d4, A, A&
ae =

T, AxyAelA, A 7heA, 1A dig ol F)ox FAE Au|AF
AETE Az Mz S S8l 5719 Y 3 A (tangibles) &
(responsiveness), &A1 (assurance)@} 213 A (reliability), 18] 3 374 (empathy)

oz AstA = AT, 2021).

g
o,

(1) 384 (Tangibles)

@4 (Tangibles) > AH 25 Algstes A7 A9 AF 9 Auj 2ol s
A A QL @25 Fdll oA B AT FRE ATets Aom Z8F QA
A" Aue FHdY R T3 #HEEm(o]&Y, 2008), Spreng &
Mackoy(1996)l w2 1o XH|AE H7te o) AH|27F HolFe 94 o
Mol AxE detn, Hox e 83 AA, dY, FH], &5 59 YU A9
Ao s o371, 2020).

o

(2) 94 (Responsiveness)

Auh(2005)°] 9]t -4 (Responsiveness)< LA Al MH| 25 FA] A &3}
g Ao #HHE Aow AH|2E AFste THEAE 4S5 a7 8
Tk AH|Zz=ell i) —?747‘401”% AaHo st AAE werh(3o| gt
2022). ®=3F o] 74 H(2006)>
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NA Ae ok o]y W mAe] AT, 2T, BUAY o) BAES A&
Adsts QA dA, nAjel A7 EA U Gy A4S FF Bl

(3) &4l (Assurance)

A1 (Assurance)> LS S o] 4 WA dietm, AHe FBAES
A A AZsHAl sk Aotk A, 2019). Heh, sHaA(2018)2  galAg
(Assurance)oll el AMH|A~E AFels ALEY A2 A2 2 HE 283

2)
< AT F = AREFAAES] sEI ALdES udtal skl

(4) 2124 (Reliability)
N4 Reliability) & o5 v 28 Agal FR5E 588 Tahe Aol
AN Z(2017)e 9t 212 A (Reliability) & A H] AF A8 A FsteE FHFAY
o 1 0]
AN

42 AL B, b
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ol Bt ol F A= =4
of sl AMulx FEA7E A Algtel] e FES APsta, AFS A=
T UAEEF sto] oAl FAE A g s Eet

(5) ¥ 7/d (Empathy)

37 (Empathy)2 A8~ E AFshs 527 2o A /EA B4 2 oejg,
WEma el SE on gt} Parasuraman, Zeithaml & Berry(1990)= & 74
(Empathy)ell tisll 124 JWESIAIA olsfdtes wom o] folAd d&3t
At AT X FATHY FF, 2016). ol ABAE AFsts FFAIE A

| S5 olsista, aAe] 1ol wigsto] o WAl Z5HA

i)

_13_

Collection @ chosun



&

4o g4 A 2

Eal

3. A

-
3t

49

e

EREREE

=agle) T

A o

N
=)

=24 21449

H)

-—

N
=)

O

o R
m;A ﬂ.A

™ =

T
T B

~

,—

N ]
B

=)

|
1z

el

=

=

W

(i

o)
<] Mo
T T
=
o A
o T
T
o o
% o
DU
T 0T
T T
NN
BB
<] A
| |
w
ol
A
Nom
N T
ze)

3t =

A&

0

<
=
=

%

o
X

=

|
B

A2
| %=

=
—

3
o] o<}

2]
2]

;'l'\
Z]
S

Y

—_

o

T
JJo

N
N

—

<H

i
N
L e e
T KX
T T o o
BT AT
SN
X
T
o ® ol B
<~ H 7T R
CECHECIEC)
* F o o
R
T E D W
T T R T
NN |
B A
LA <
| | |
iy
£ A
3 Jlo
<o
BT TS
4w w®
of RO AR
umo
i)
<)

o
re
o
mﬂo
)
= B
I
T @
o/ OL ~y =
= ®w £ °
vA
oA o L
T AW 4
as
T o 9 N
SEC IS
M X A A
| | | |
T T
!
o=
_L
.
WX
U
o N W
amo
Nl
Ho

o At Ael

=
=

e

25

_14_

Collection @ chosun



o 2o T
MW%MMﬂﬂﬂ%%J,
— o7 X X o) o X°

B R = T w L B N R o = UG ) CL

W G L TR oo N 2RO N

= . )
g P Ee FEE Y T s SR A
- 7 ° G G R s X
o g o o = L R ol = B AR NIl

P = wp = = o) o Hn il s |
% ;o.._ N Jl . Of H_A| ‘Nﬂ ﬂ Of N.h ﬂ EE ‘U| ‘%
Fi]urméi NOwT Doy~ m x
< o o T o, M " = o T A s.L ®O<

,U| K Z‘:: = T Tor o = P — NS S.L ,U| ey
%7%1Aurm;%1 %%%(l}@ﬂ =
@%ﬂﬁy% ﬁﬁvﬂﬁo%ﬂﬁa71€@<
e o 1T = = M N o o= EoN o = o) L
+ b S I ST - = = © o V¥ < Ko m;
LR I R ﬂmﬂﬁ.vg%%wa
Z o = _ % "o m = % . o] H T N R 7o - = ™
5 B o g M GBI S Wogs — B o o TR

&z £ S X m o O % N o Koo N ) =
n T Z oA g o w T g s oo e e oy
R i ley 5w o LR owowog b

T T 2 BoSw L9 RGN
S o MroWom B oy T ool 5 M
r = T 2o D W 2 ¥ == B
= oﬁa ) & Lt Wr Jl _ @) o %o ~ X Mo ~ T
s = [y N D 7 oo T oF oI FOX®
EX T = o) _L jo oA g = EK _ _L ~ %l

gy - & N B8R R B m R S s =
S = & T T T B ~ W e o T, Ha R
ERTIN zmcw7m_>.ﬂombmaﬂ ax K E

PEw O 8E A I N ©
o I o = N oo WS W o ol In W T
n %E).1Ju|i,7H2 © oo oy &L T
,.._M S % X O# T B = - MON o= = m- = = iy i
= ﬂm1ﬁ@%¢ﬁﬂg BT T B
o ©° - o Of Wt g o) o X w2 B < T = =
.Iﬂ PES . _E o o &o ~ = - O# N oL ~ ,m.% _L Lt _L

‘ .murmogﬂprurim<%a1_z1?% 5
‘Wr_._ .muL ST - El | M T = o W N = L.m AL o wr T =
= 2o T o o @R _ o I L v S
~ N S 2w R E R = T q = GRS o
= B @uh@muum%xm?aww&mz BE 2w
§ é;o%ﬂo#meoﬂ@ﬂgwgiﬂ%zﬂ%
. ~~ L;.._ - ol ) ﬁo f ~ _ ~ g i . — ol
&\ — R muw 7 o ) Hn M __1_% T " fot- T = = ML z % G
dEgpsiEt e T ©%q3

N ) _L

A

- 15 -

Collection @ chosun



49

A7
Howard & Sheth

Z~H] 27 A

(1969)
Czepiel & Rosenberg

1]l

]
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—_—

7FEMA A =

EE 2goRd §79 4T7F

3

49l

ENTRES ]

(1976)
Hunt (1977)

_u.A

7] o

Oliver (1980)

o] Aol Aux

Oliver (1981)
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s

il
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A
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NA ==
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ol ol F 204t

Westbrook (1981)

Engel & Blackwell

QA 5k H7
a7k o
%

) <)

(1982)

-

g AEI AU, 2 &
<

Westbrook & Reilly

“
o
R

(1983)

o thshA

Engel & Blackwell

7t
A APd A 71t Afol o] Apole]

e

z‘ﬂ_

7Fell o

A H =

—

o

(1986)

Tse & Wilton (19883)

Bolton & Drew

P A s= g Ay

S

= "l

olo

(1991)

AANERE 14 RE D vee] A g

Fornell (1992)

Mano & Oliver

ﬁo
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<

w
X

o
'Eo
Bl

N

M

!

(1993)
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Anderson, Fornell A9 7o wWE AEFo dX AEE xzH =2

(1994) T= A
Zeithaml & Bitner  #|&, AW, 7H4 F24 3 #43 S22 2452
(1996) ols] AA H+= A

Jhelel w3l B AE T

Kotler (1996)
VeI A H = Q1A% A T}

=
Oliver (1997) A2 Ay~ zZA| 7F Aol s

58 g
Yastn A FEoZ AFAAEA B
Babin & Griffin ~ A2Hel 4otst $94 5 £F¢ dde 4Pe
(1998) BrhE e A

KAL)
AR APATE nfeto 7 ATt A
2) AAWZY FQ ol&

ZIth &A% o] Z(EDT: Expectancy Disconfirmation Theory)S AH|x} % =
Aoz g 2 Ao EdX 9 #HAs dE &#xl o]Eolt). Pitt, Watson &
Kavan(1997)°l w=w 7|ti2d ] ol &2 A9 7 F7tE S #ztd 4349

FHFHAE Ho] FOo2ZHA & o
T FHA ATE F dvka 0} doh Egh VI E YA o]E2 &Mz dF Hd
Aol Al 7 WAl AMEE olEo R WEe P A olfE & MAysta (T

|

=
g, o, ol F =, 2008), ©] ol&2 AANRS Al

I 2e+% A H(diagnostic information)Z

o]t} Oliver(1997)¢] o] 2ol oald wAL AZS Fuldly] A 2 AZEo] A5
g s 7HAH AES st o HOE

sk e vEheE EYA A
k(o] g4, 2000). =, DAL A7 7)o E
d A Ro vtow wgjE EREeiA #
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G, AAAES AESAG JFse aAdwe Sy Folo] Al AES

Moorman, Deshpande & Zaltman(1993)2 A3 & g Aohrle] 54 (expertise),
A A (reliability) =+ 9 %A (intentionality) S EHE A1E e th3t 214 (belief), &

Al(confidence) H3+=  7]W(expectation)® A st th(¥t+4d, 2017). Zaltman &

120 e A= e ARSA dZelA g9t dao

~

¢

:(I){:t
o
o
ol
ol
N
M
5
I
fd
N
o3t
ol
ol
e
o
H
o
)
o
j=)
]
<

& Cannon(1997)2 a1 AlFof tf3f

3, w4 fASa welsize vgel Argo
L
[}

=
Aol FABES ANste] upAE Azbol] 9o
3
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A AL rh (=27, 2013).

A A 2wk A | o 9 o A Parasuraman, Zeithaml & Berry(1985)% A H] 22k o )
oA A=7F AEA BAY] Fad aiolr] wite] Ao R stolm AH| = A
SAE AlEEHA shar, Aol AN DS FAlste R dof strial x4 s
%33, Sirdeshmukh, Singh & Sabol(2002)2 A HF & 7] 4ol A2 AAFA
E Hgk A acloz AASFATHA LA, 2018).

Willson(1995)el wh2 W mAA ] g /lde] 4714 HFe] 3582 AT
u o] thE Aol Al Hdje] o]l oA FET
Arx3], 2015). AA, Aol dolx AAs] dF ol FiE g oo &
= oFEo] W Y (Schurr & Ozanne, 1985), &4, vlgo] HAE 4= d&= A
ol e digt the dwe] dasitty WE Al
gk AdAg 3 2 AA o] E=A A4 s A(Dwyer, Schurr & Oh, 1987),
A, 95 & Adsts el Al oEstd = o
Deshpande, 1992). <3 5>¢} o] mAAE o st /3L 4717 ‘iﬂ—zr% Z3Fskar

o)
AA

¢

—~~

E 5 A 47k 8T

a4} e
Schurr & Ozanne Aoibe] Zap ool WS = Qi A #AlCl 9l
(1985) A gAE] dE Aojge B
nl o] wAshE Adie] 9o dis] thE dwol
Dwyer, Schurr & Oh ottty 2Le
(1987) ool 7lgisk= vl digk A A3 A 9
=2 HF
Mooorman, Deshpand mo oy
0 Gl A Ade] el dEstels ow
& Zaltman(1993) I e

A5 ABATE HEoE ATAT 4
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] % (attitude) 2hi= £9]+= 299 attitudes}
Row gtelolo] aptudsel Al 7] DstATt BEe JiE- 17417]

el Qe Wgew gHE 7| ww
Aol Tl L Abgkel dialA SR, ¥

g mebs HEs dd=e] A

M, 344 5o 44 PgEs Yeh
|

t}. Mithche

Hojglow, Au|A7E A e B

ATHA22E, 2016).
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k4] 64 (2007) 2

o7 AddAHA R
S ougtttar Aot} T3k Fishbein & AJZGH(1975
of Tod EE vsogyor Ay wle Hbg-

i
fl
to
)
N
~

o] etg]o}o] 9] attitudineol A 2 3}

FUrRE AHel )

Blwo] A ofw

reahe 54 Y
W oHEs =AY
Ak A gel ey
IEERRCES
Bl da) 5
). AL, HE
Bk A%

sed =ee
e EEE
4 a2z 74
Grheta gels
HEs oS ea
F28 e

o) tH(Wilikie, 1990).
127F thgel ol PFS
A Aol met ddE S



I

2) wAEYES] E3

Tonglet, Philips & Read(2004)o] 9J3tH HlZ=+= <1A4 HE 2 A gz
HEARE A gedsol oA HEe ol s oA o] v sz 7
2 o]Folxrh HEs vh&atele Ao, dso] oyt & 2]
stAY AsstEal F=H gt BRE AbEol Al dEstEe AA AAY F=8A
Asetes A4y &, T2, Ad, AAd Fo HEdAG A5k 2™ (Chave
1928), Bl=5 whdol whale] zo Aot nzoHor ukgstel= 4ol
9 tH(Saroff, 1960). Gallenbeck & Smith(1950)8 Bl %ol thsir el A3 A of
ke Az BEE Fal Sad se® HiEs Sade Aol wiEdd o
2 5" e 2E AEs 7AW Wyl Jhsstua AYskdnh B
Collins(1970)= @A Bl old AFdowFy A7IH, o] vz 7iQle] A3S
Fgoll oste] dqEs AAsttta sk
Allporte(1935)°] ¢]&t™ El%=+= <A & Q2 A(cognitive component)?} 742 &
(affective component) ¥ 3% 2 Q@ A(conative component)®] E-3g+%el 7)yd o]}t
sttt webA BE dAabsol] Hxe NdstE Sl Al A skl e 1A F
a4 AAA 84 FFA 249 FAAE ro] =ska Qdrh(eldhA) ki s, st

%€, 2005).

ko

9123 Q 4 (cognitive component)

T (attitude) ZYAA Q A (affective component)

3)=2] Q 4~ (conative component)

a9 3 'H=e Al 7hA skl
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ol
L
ri

(Prospect Theory)

Aol 2o s 3o A orAA o] E(a theory of decision making under
risk)olgtar & 4= Qlth 53] Aol E2 sk 3o A gAA A uigk 7] &
8- o] Z(expected utility theory)e] dAHo =z HArggo] HFH3lo] o]
S diAstl s TS ol Eolth(H A, 2017). 2047]d EAA B
(uncertainty) &3 ofgfell A Fo] X weto] Zm|xpe] ofAbA 7g 9h7g
2HAES 259 weEe WAldsts E713S TIee® o5, &
T oieke] ZhA el dis HrtE g AL AIReR 1960
Daniel Kahneman & Amos Tversky(1974)= A 2ol 29 MR S FA T
AAAQ] AR AFE A AT o5 Aol s BT el A
Wl orbAA o] AARE dAsts dHg9 s Bt AL d5eke e

21 o] Z(descriptivetheory) &2 AWslg o, E3 Adol&S A3

I AE A
sk (valuefunction) €} o] A2 A 715 8F=(decisionweightingfunction) S &3+ %8 Ak
o Al A= A A A dis] Abge] UEe dds EE A Ay oh(e] A

Kahneman & Tversky(1979)+= Aol & thal] Azt meAdy HEEAQ Al
of gt AAE 23 = o]BoFE Aol S
gom s Hl=g Al grrAd S & Jhsdo] wrhal A
Jared & Verlin(2009)ol ¢Jst¥ Aol &2 An|x7)F 2Ea Q=
3}

F3b WG wAL Qv B

_24_

Collection @ chosun



]

o
R4

bt

Al 2017). Ehrlich, Guttman, Schénbach, & Mills(1957)+= A H]A}E©]

°©

<, 2007). T3 Oshikawa(1972)= Q1A F-=

o

LN

olg}il H koM (244l 2012), Sweeney(1996)+=

8 ozl Ha ow A}
v o3

AT

°©

=90
=

[©)

=]
-T-
}\O 1=

(2) QAFZ3} o]

Festinger(1957) & <14

2 = o Al 9
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T

at7 = ofol wefA of

=0
=
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<o}, 2021).
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CRIEES
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2005).
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A TH
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7. ATdge ATEATH 54

=4 T8 N=(g) FA4(%) A
e i} 160 58.0 58.0
of &} 116 42.0 100.0

20tH 153 55.4 55.4

o1 30th 44 159 714
= e 40tH 26 9.4 0.8
50tH o] 53 19.2 100.0

aE 45 16.3 16.3

s o &k A 5} 64 23.2 395
o et = 146 52.9 92.4
et = 21 76 100.0

g4 67 24.3 24.3

A4 57 20.7 449

293 4 24 8.7 53.6

49 %jﬂ% 17 6.2 59.8
5 23 8.3 68.1

42 57 20.7 88.8

2 8 2.9 91.7
i 23 8.3 100.0

1509+ ¢ m vt 82 29.7 29.7

9 9 150%F 9 o] Ak ~300%t ¢ wwh 108 39.1 68.8
e 3009 9 o] A ~500%F & vk 55 199 88.8
- 500%F 1 o] A ~700%F ¢ vt 16 58 94.6
7005 9 o4 15 5.4 100.0

F 13 27 9.8 9.8

F 23 37 13.4 23.2

T 33 64 23.2 46.4

o] &3l T 43 38 13.8 60.1
T 53 56 20.3 80.4

T 63 34 12.3 92.8
j 20 72 100.0
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