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ABSTRACT

The Role of Regret and Disappointment for

Complaining Behavior in Internet Shopping Mall

Kim, Sun Young
Advisor: Prof. Hwang, Yun Yong Ph. D.
Department of Business Administration

Graduate School of Chosun University

Consumers pay attention to the tendency of reliant on emotional complaining
behavior in associated with purchasing. This study identified the negative
emotion from emotional response on consumption experience, and among them,
it deals with sense of regret and disappointment. Although the sense of regret
and disappointment are both important factors in the process of customer’s
decision making, the existing studies have rather focused on sense of
disappointment to sense of regret. A study on complaining behavior originated
from experience of negative emotions addressed the attitude on traditional
commerce but there is hardly any study on complaining behavior in Internet
shopping mall has conducted. In this regards, this study examined how the
sense of regret and disappointment in Internet shopping mall effect on
complaining behavior such as exit, voice and loyalty.

The primary result of this study presents as follows.

First, it revealed that the sense of regret positive affect on the sense of
disappointment. It shows that customer who experienced of sense of regret has
tendency to think unselected other item 1is better and has sense of
disappointment on purchased item.

Second, consumers, who experienced of a sense of regret, are not meant



statistically if they exit and voice but direction was coincided. The large the
sense of regret, the bigger the exit and voice.

Third, the disappointed consumer expresses complaining behavior to service
providers or the Srdparty. Whether service provider exits or not does not mean
statistically though, it is correlated negatively. By complaining rather than
leaving company, consumers seemed to resolve their dissatisfaction.

Fourth, voice presents that it positively effects on the exist. Disappointed
consumer make complaint about product and service to manager of shopping
mall, if shopping mall does not handle with satisfaction about complain, this
research shows that consumers stop using the mall but convert to other mall
provides better products and service.

Fifth, consumer with negative feeling experience of dissatisfaction, as a
consequence it negatively effects on the degree of loyalty.

This study show following lesson based on result of research.

It dealt with sense of disappointment which was not covered fully in leading
research. It mentioned the importance of disappointment by suggesting
occurrence process of feeling of disappointment and the result.

It covers the causal relationship between sense of regret and disappointment.

This study revealed voice positive influence on exit among complaining
behavior. It show that exit behavior is effected by negative feeling as well as
voice.

It suggested that the bigger the sense of disappoint the bigger the voice is
and reveled cause to possibility to control frustration by manager of Internet
shopping mall, indicated the importance of effort to reduce sense of
disappointment by removing the such cause. The management of frustration is
particularly very important as frustration affects on complain behavior.

Customer who makes a complaint is someone who disappointed not regreted
according to result of this study. As disappointed customers had expectation
about service provider, they complain instead of exit. From this point, service
provider should get over service failure by finding out what customer’s

expectation and dissatisfied part. If service provider copes with appropriate

_Vi_



countermeasure on complaint of customer, disappointed customer will remain as
customer. If not, customer will exit. This research suggested that service
provider should not let customer who is not expressing on complaint leave. As
they are the one who want to change their choice due to sense of regret, they
are willing to leave. As a result, companies should examine on customer who
may dissatisfied or regret without expressing complaint at the point of service

contact.
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Foj Aol A A H v FHFAoRE FAAR] 2AE 85t Aol HAot =

o

A, B9 (complaining)olt}. o= FAAQ A& FF317] Rus EUFS oAb
st Aol Aot AlAl, JHAH vl A (personal boycott)e] T, o] = A
7F | AE, ARl s Seeks slo] FA ot

Krishnan and Valle(1979)= Day and Landon(1977)¢] 45 nigro g F|Qlol &

&= 7IWro g dte] A9 FHE SHPWEFE o] ERA T IS EH 6t

ATh B delo] AF ] AAAY AxdA, AT Fa
H 2b 24l el refof B | A 2 s Fol A ofdel dval A Zheks
bl W& f3 e xo]E &2d A Day and Landon® & g
s AArste] S8 st SAFER e AdeE v <E 6> 2

o},

lo,
i

_17_



<E 6> v HdEoE SAYE

Aees Tty 7Adgth

Aol Wt FulFA /7193 AARE FHsr| = A
7hSolu Rl Al =g gt
FEoly wgh

A Eolut A n)
71dolut ol
2B 2} el =g
7)ol T o)Al Eg et

ol

a7,
£ Aze Bol ol g,
A=)
=

3
gt
o}

1> mlo

59.00.*.@?“7’;.005\"!—‘

— =
= o
i)
)
o2,

H
[N}
O
K3
T
=
o2
of
b
o
_O|L
X
52

Zt&: Krishnan, S. and V. A. Valle (1979), "Dissatisfaction Attribution and Consumer

Complaint Behavior,” Advarnced in Consumer Fesearch, Vol.6, pp.445-449.

iina
o,
o,
offt
>

Singh(1988)& Zu| 2} &R 5ol el 374 # 3 9 A st

At A, ¥=2 FAI WS(voice reponse)o]th, o] FufPRbo] I BAQ T
olth. =4, A ¢l W3- (private reponse)°]th. o] HG, AHNA LA AFUYA
olds Hste FFolvh AA, Al 37 whgolth. ol WA AFE HeAU AaH
b B w3 2 e EHE ste Adeolv 1gal ER7IFY BHeAS Aw

st7] $18te] LISRELS o] &3t 14 QeAs AAste e dAdol e
= HYo=mHA Az EFYs whgo] F4do ddadoe] ofyey FAstA
HH = Al 7HA Ador A AdeS BofFa drh
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tl, Hirschman(1970)¢] ol&/& /T4 = o2 Aua =P ZedH=a
= A F Yo (Blodgett and Granbois, 1992). Hirschman(1970)¢] o] 4wzt &
WA E F8eA, @A ofwl LnAREL Eglo] A= A7]odA &£FE A ZFE
Ags WA e oW oA &3S shetlexit) W, of ERbSg AvatE
ol Aujztol Al FoE st=AE AWyl Hal ol ZHAHAE ol &I =T

A g 5 9dar, 2 o]#7t 7Idel #FRT A A
X3h7] witolgbe AS A A A Hirschman(1970)9] o (d: 238 )E &3

S 42 Fdg vk 71X (value of voicing the complaint)2} B3 o] A ¥ & A o]

= 7t A (probabﬂity that the complaint will be successful)ol] wz} 5%
T3 o= 7Ae] BEHE stH= AFEHE Y 9 A (one’s willingness to complaint)

of whe}, eln g AugoR BHS ARUANM T & e a3 vk
v 3 (mechanism as can communicate complaints cheaply and effectively)
of wel HeHTk Sk fRAoR ojge oo MY suAs b Y
oA e} FAA #Ao] i, FF FogE A F wAY A B F gl
£ F o 1+A/Nd 3 Hirschmane Z g IolA o] &5

Eote dAHoR 493 Qe oy <E 8>S Y Ay WS Huo
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(product importance)
B339 7FAA

(worthwhileness

Richins (1985)

Singh (1990b)

of complaint)

B xd9 7HA
(value of voicing

the complaint)

Day and Landon (1976)
=343 Richins (1983a, 1985, 1987)
El3 Day (1984)
7V Singh (1990b)
(likelihood Blodgett and Granbois (1992)
of success) Blodgett et al. (1993)
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. Singh (1990Db)
complaining)
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Richins(1983a, 1985, 1987)
Day (1984)
Prakash (1991)
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e e v

(cost of voice)
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oA of &taL, ol old I M Bl Eo] Wo] == Aol vkl v -7
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(A:RAAFF)E BE LnxEo] nigts dJre tf BS Aolth old ulg o

_23_



el

12b5 & g AlSE, vl -4l eF mla

BT o 2E

A3 & ¥} (trade-off) 7} Fol A An

cBE

o]

s, WAl el

ol A3

ﬁ
o
i)
=)
mj)

|

o)
_lﬁ_v.o

ol
i

—_
o

o
Hin
o

rJ
o

ada

Al 4

e

o}
H

vzl

Ko

ofp

A
Hr
o
o
Nfo
oyl
1Ho
=
of

|

puzel

Ao

A

& OFell A

QO

N R

4

i
il

3
Ao

il

NI

o) m, g Anz 7]

A

d STHAT=

o

= o

ol
Pl
o]
o
o]
Nfo
)
o

ugel

SR 7

o] ASFS BT A(Jones and Sasser, 1995).

X
_&.0

sl

&
)
e
T
o

fuy

ﬂ”

—

0

s

Ny

)
H

jzel

Ao

~

™

714 el ZA71A AFA

T
R

J

n %

al

W A== Ao ¥ th(Heller et al, 2003).

o2 %

AA 2 9ot} (Jonson and Sasser, 1995).

0|

s

A2 7]

T

il
_

No

el

p—

-

—_—

0

xr
qr
X
0|

s

] Aus 7

o

[~
1o

el
!

X

1 7bx o A

O >~ =
TR

ol

e 7HA

=
=

Oliver(1999)+= 4 =

A 3ol

1
L

% 3t

(commitment) o] 22 A 9

& Al
Al

A

2] A9

o Ao

of

ol
N

g Al 2g A

ol

o

71do]l amjAbe] A=

A9,

3|
s

brbal A

Rl
o] & ol

o —
o

H

= A% nhAY

1
L

AA =

H3o 2 x

o3
s}

j

_24_



67F#1 7F 9 v (Griffin, 1996).

o
-

o 3

&

)

"
ol

o

TR

o

5

JENT AR

9]

of o
’ O]ULH %AJE—E‘ ?J_'lf—'——_[’—uﬂ]j]%’ ‘?_

} 4= U tH(Enis and Paul, 1970; Raj, 1982).

]

e

ce

£l

3} 5} o]

F4stach.

o] 27] 7} A]

54 B

3

L
T

o 4 Dick and Basu(1994)

o

I

—_—
o
T

o

parin
o

o
2]

ol

ol

23!
et

o|J

uoh be o84 Ry

}

3|
T

i3

7h el

o] ¢t} Dick and Basu(1994)= 4 =9

M

—_—

0

"
o)
;O.ﬁ

AESE

&

o, 4%7} o

—
o

)

oy

ofp

M

"
o)
;0._

0|

o

ﬂo

il
P

rvze]

wjr

o
o
i)
el

9 o

)?3]'

B} A e e

==
o

o

A

Brme] dfaglorma Ho

& A

= 0
= =

s

jul

OAMB) FAEE 7Y vk wekA

o 2 o] o

Aol 7]

el
o

1

7} A A

il

—_—

0

"
o}
o}

o

ﬂo

il
&

0o

il

b

Bloemer and Kasper(1995)%= ®WFE - ujA] A 8]z} 9]

=
54

2] 2} 7}

e
~

il
—_
"o

o7

el

X
o

o

o
_

—_—

0
®r

¢+
Cl

M

aze)

Ao
|

ek whebA A A v

8 A o]t} (Sivadas and Baker—-Prewitt, 2000).

o~
T

B At (Jones
T A e 7] ¢ o]

ol

==

el

X
.5.0
8

~
Z.O

I

—
o

Mo

o]

214

and Sassers, 1995).

A &8t

=
=

o] e 743

A

o],

L
T

3

_?_

el
Nro

oy

JJJ
H
o
Ao
=
=
o

e

)
=

Ea
W

el

Ao

~

B

B
<0

ﬂ”
NI

!
o

o|J

_25_



N
XM

oo

)
H

jzel

Ao

~

M

£y
B

ox

¢

ol

N

ga
H

el

o
el

wr
H

—~
o

-

o

i+

TR

B
_

-

]
N
Y
T
hin

N

%

]

%3} ol
& Adel A

o AAel A Y @A A

W

] 71493k

S|

E
=

3|

o]
2

B

j
o

It} (Reicheld and Sasser, 1990).

hul

of kA

dF

Aol

e

=
o

=7} 5%

3

%/R

7

o} o

AS 7bA 2 7] w & o) (Reicheld and Sasser, 1990), 7]& 749

[e}}
A

=
T

=

)

—_
o

v oARe A =

A A 7E A

2k
=

4

|, A3

)y

pad

ko)

H] &

<

4

s

7ol T A o] th(Reichheld, 1996).

KN
=

ol

o
an
ofp
K

il

[e)

R

A ® ). Fornell(1992)

°

1=3

=

QA goh wAol POoRRE of

]

©;
o

1A

o]

7}

W] o

M

puzel

Ao

ol
—

N
|

-
G
o
Ao

|
N

ol
o0

g
OO

M

zel

53
No

]_

=)
=

A}
G

=
=
/\6]

2]

%

HE
o}

=

=

@9
o] 1 A

A

J

o =
=~ o

1

=

1}

]

&
Tl

=
=

o] t}(Aaker et al, 1990; Reichheld

3 AAd FHEdE A 2
Aol

1

?_

]

J o

597

o] ¢} o]
A ¥tk (Parasuraman et al. 1985).

°

gl 7] o

and Sasser, 1990).

1
L

jpasel

&

K

w

]

B

p

4 719 =

E
=

°]

=
=

A=)z}

Pl

~

;O\_
B

R

G

=

ol
il

=~

£l
)

<

zel

Ao

ox

&+
oV
)
ofp

rvgel

X
{m
Tor
I

)

&+

i
H
\_Iryl

R

>
o
El

=]

4

N

0|
"

Bl

X

A
A

el

W
puld
Ao
T

0|
il

~

™

or

¢+
ﬂw/l

~o

ze]
T
r

)|

Z.o

I

o

ofp
3

X

—_—

o
uzel

_26_



< F 9 R T =
-~ T %o -
o] s N X T ool 3 <H -
" m 1 £ Mo T B 5 s me R d o
o wl < S X = @ B = < " oA om BN o
=5 9 o= z® g < T B 7 X ) PN R
° % A = W TE T Moo oo T X N
g X X I _ = oo T N+ = T oo of N~ P T A
{F DX - o, ° R TR — = ° 70° = B = e upy L
5 TR o 2 ~ T X oo - o LEO TR = 5 = W
R I VIR T o3 P owog B m 2
o e N =0 o st Moo= = ot T = o M.ﬂ o ,)Al ™ 3
4 ATT s fatEsE ST 3 r e R Er I
T S~ = X - ~ o — _ N T ZT \_Iﬁ_Al = =
o No s ¥ = o X " _ o) — U S T o T an = N o O w
° TR o~ g I o o T w 27T W Do MY
1]/ B N 3 o) = = ~ o Bl —_ w0 o o o
el R g 5 T o A oo P =
X - S R = N 2 B N w W . ST No
a1 A bR X v o= 4o L g o T B H o )
T oy B X2 g A i Rk ST S B ) & i
O#E — o X o oF o o e ﬂA_l 1 E#E = x° G N = o)
TR o T T o P N e T wOEE o T
Mo X & ~ m _Z_T M o — o B oo < Cl BoH W © ™
T T o— ~ P o ) =K X =T i~ OL . EE o =R w0
A ° o8 - N T oo P X o|
~— 5 o o o M of L, o = s M T I
\Nﬂ ]7_A| U.:v N s E#E — Enﬁ 17_A| UL o 0 Mﬂ ox ﬂAl Oi N \._m_l N —_ e _ED
o T MM o X T b Xom B oy T oS F o= T w o
—_ = R b M iy = 1] ey - oo W oo oF = o du =
S I o < o o WS oW © T o~ X
2 = X S ~ = — T r Gl
~ of B I e < X B o T =~ ® o 9
=1 ﬁo L oo . = T N Lt _.E b\_ | »A ﬂ mﬂoﬂ _ T 7o #E
7o T WE e g 7 noo g © B 1 R I oy
= x 9 ST 95 ) 3 e SN TR
s o wow o I R mqulgamoz%Eu
A T o) = X 7o B A " Mo = o S 7 Xom N N qa s N
= 2 A_Z?M%%ng L MM%Q%%@ xS = N
T o Kt a S e ® 'y Ead  TEwhngal
- T Mo N J W X A W A8 y
= X T o L T i3 oo 4r - 8 ™Ak
~m o T S = ) B = < D q B X ol T o
T L X g®oe ® 2 2w ST S 5 E Qw25
| S Moo T S S W o = = oo NS om B e o M
° ?o_xﬂo,m_xuuﬂlumﬁ d]%W%QMurNS o
o el o~ o ~ 5 o i n\é/ = o " q m L m,Tn rs N e 9 o i LU
Tl —_— + ¢ o —

h S S N B < = R S = W T Mo o uw = oo e o W E3 8 E M
Hfzw@ﬂam_zyzamﬂ@wwd v g BTwAlzsy
— X Y 7 S Y — < " — = X
urmMEoTHﬂdt%hnﬂ.LmO@mﬂm%MﬂMxﬁ%mﬂm%@

N ° = Q =) T §o) =
e S g o S o S oo T o g % 2o oW = X S oo
A X~l HL 1__/|A ‘H ﬂ«ﬁ O# W o QE % o \Ul
° ‘mO ‘ML ‘ML =0 ‘LIL s
oo A

- 27 -



om nAEO WHEFu]E
AA AT webA Qe Ul
A Bos 7F57] dyeAe REAAW 245 Bbed AL oy u(hEd -
BES.T, 2000). Z8=2s AU ol FAHEE F+537] A= Aol E7F
HlZpo| Al Wb AU aE Alweiol st A2 B8 UE AJERS g
42 UEedzE FEstolor @ aela o yoprl a4 w

AFgAos a0 ks Hesor & zlejth

L
7€ AFES vtg oz FAE d& Aes 2 < 9> o] +/FT

_28_



22!

_.E o_e o_e ~,
<0 N P
ol ar . T e T A o 2 . 1
F o T2 e | PO () N ) 2
N o 70 3 h ] = oo @o o = o ol HMM
gl ® o o ) mﬂ__ do E © = 7 = T >
" = |z C piE=E 2z |2 % |k [T
e N WooN z0 Mo A < ! ) a
b = Zo = o )& = + _ T < —_
= ~ e T wp B T =
r | |Df (9|28 |e=d T |5 | |TE
il [ o T F T T 7 o 9 e o
= % i . B W ;_ Sl = ol e 4 W
™ I~y K o . o— N .
Iy iy = ° A R oy ® £ I ¥ x
) ® & X — ol I N 2 o 6 o T
3 R o = 3 o N = ® o = © X o
o 2 o z % CRN 7l Mo s oy | e | Tk
A = 4w | mg e M ) = | AT |Z )
- 1 — X0 E_E —_ 2 X =
@ 2 Poaw® o || Y F . g it ™R | R
& T Y IIT|EE N woe ol S T o G
- <R | e T ol N = | =W | T~
T O#E UL Lf Lt O#E N EO = OL _:_L HE_I m] ‘Wr‘._ ,%Al ~
o To° b 3 M | BT T = 4 = N oA | T i
= 50 I I G & T i g I
3 L e A T N A W | BT e
i o e g | 4T = = | Y e Moo P
4o | U oo e ST | T | T *® | T x e
i I O A T : g%
%o nE O I Wa = 7 b o om N Nlo = W 4
o o = CE o M| b | R om 1@ 4 TR R || RO < aﬁ T ox
< j = | o = , ™
Mo =T X o = oo Mo = 2N
2 s .
~ ~ Lo =
£ > S o =
2 < — ! — o —~ - ~
Z A~ = N ) 5 — [ ap) o N
—_ = 3 o o) o © ~ | o S o
N S o @ > 2 o = o L S S
© o = \ S, < %) > o)) 1) N o N
i IR % 2 Z Z fs 2 | ® | ®
B g T S = n = e m 8 © i =0
= =) P} (@) - X
c B 3 5 I = = 0 - N S = o
2 Y] ~ 1= < Q = M = - . .
M = m 2 © » = al B
A ) ) < o N Y
Q § b= T 1r <0
M - s o A
9

_29_



4 dTEy

Al 1

o

A}
B

ie]

T

At

A

g Aol

i ol& 2 A

43

3

&

<Y 1> AFR

_30_



A 2Ad A4

AeetA] g2 43 dicte] e HAEE EA
FHAS Ao HAs=d (Boles and Messick, 1995; Inman et al., 1997), °]+ A}
HE2 AAR A Ade & qrAEA S Ford BT F UAY 7Y
A3E vwsts 9 AR A Al wjFolga 3 5 otk wk ApA A Apael] df§
Kahneman and Miller(1986)= Al¢t&-& A4 59 Ao disf o= AH=of vk A}
AR AL E & 5w gtk §F9 2w, Kahneman and Tversky(1982)= AlHE

Qo
oty
ol
Mo
o

~
>,
i

o
B
N
X
B
2
°

o gy AUA ABAIAS Fal Aol tE A AL AS VAT 5 e
AgAQ Adel e Hsl AZgvta Sk med 2aAEe ddas e
dotat BAE W AAH AR $3E 3 Adstd 29dd oE AFe] o

T3S AAR AuAY SEA YTl ofFoxl thol tE AdE diete]dd
e wE et FAANA AAYUE FAolt. Aol gAZEAS & W tE
HES THAAL UATHE, el oArAA Y Ayt =
ZAstA 2 Aeolv. 23 A7t ol F3I S ol"
A= 232 93 vl 9 vh(Zeelenberg, 2004; Hermann et al.,, 1999). u}lz}
A A 54 A BEY S BAA =7 F3e] 45 U= F
AR 9SS v & ¢ dti(Inman et al, 1997; Taylor, 1997; Tsiros and
Mittal, 2000). B3+ A A ol A sefxl A2}, 4nja} whfo] 3]7He] A

T Aol AFH oz FHEAY(Inman et al, 1997; Taylor, 1997, Tsiros and

of A4 o

_31_



Mittal, 2000). o]l =etolA & wf, $3L LnjAe] WHES A8 7]7] o
of A=rE Anjate] FAAR] Y

TR Ao AAll = IEYl aE o] &A= AdEHYd AHMU
w3 ndHAE AN E Aew 4T A

olm EH gL = 5 wAE P

o,
|

1970; Rusbult et al, 1988). ZL2jv} w&#A S 7FA & A4 & 4ol 5
AAQA WSS & 7heAdol & Aol

wpebx F3) 7kl At AuARe] RS ASHA]TIaL Al ool R A
GFE WA dEel, FIe] F4F LR Fewks Myl olgy o= F

A Muzse] Ay ZlElld Aol vAA X w 27= Al o=
9A FAA AR 7] Wil fFEEes ZAHrIRgE 44 A UA

bS]
2]
7] wZol HAstE A oltk(van Dijk et al, 2003). AWE AAg Avz

AWAS A4 stele des Ad9eA 2 Aolv. ARz Anls A

o
)
ind
=,
iina
o,

ol
2
rlr
N
rlo
o
oft

ol
2
i)
{1
2
)
>
>,\l
2
s
N
D
o,
@]
=}
o
(@]
=
(e}
oo
(]
S
)—l
oo
(@]
o
=
1o,
r o

Au 25 Agats 71go s
E oy 2 Row woln, w3 Awzlo] FFE ojdy Fgoe= Frhed A
o2 o Aer.

o) 3o =g Hgor vgn e e AR,

_32_



wy

g

o)
ﬂo

] 2 3}
ol A 2]

%

ol

)

k)
B
=0
ol
T

of ofy7] mjFol F= wE

A

EE=

[=]

X

T

1%, 1999; ol

9]

o] 1 th (1}

w-

e

pilg
-

0|
=l

T

, 2004).

oo
%0
7E

)

]

.
io

&

ofp
i
Ho

= & Aoln.

o

X
o)
H

B
4

)

|

RS

o

ol
;OO

o

e}

ol gl A (+)e]

p/]

"0

Ao
7

~!
o

W
K
N
ey
_FT

ol

=~

1989). Oliver(1999)+ 4 it

9 tH(Kotler et al.

=
N

foig
=

4 9]

=

1

o) A% ZW A7} ol

SRR 1Y

ki3

A vl

=
=

NI

E{l.

ZAolth. 2t ARl Lo &

Ry

=
=

ZRA A Ak A Al

o
ol
T
ol

~

UO
2

!

o)
;OT

|

]
ol

ol

r

v X3 9 o (Allen et al., 1992; Mooradian and Oliver, 1997), +#

el o (Mooradian and Oliver, 1997, Maute and

Ao 7

12 +=

H

el
ﬂo
o

W

_33_



ol F ()¢

A

2

o

S
A

rvze]

s

Dubé, 1999; Zeelenberg and Pieters, 2004). &3k &

o2 eyt

)
N
ml
el
o°

T
OO

o

ol o}

_34_



.
2 %7

4 o)

3|
a3

Mo =%

el

Al 1

—

NH
-
i

BK

-

o
il
B

ﬁo

(e}

fugel
N

|

Nd

B

o

=0

ol
m@

I

!

ol
i
mo
4

55!
i

j—

0

—_

;O\_
B

oF
v
<
il

)
—_—

[eZ}
=

A -H

1717}

pul

sk A

)

i O
™=

@ g A2 A3

B

b= g el A

S

o}
H

oo

p/]

QoA 7l sEA S H

L
T

Z A2}

shaich.

o

ol
al7

p—

XY

3

)

Hr

o7l

BEX

al7

_Z.#O

o

—_—

il
-

X
AR

el
)
o

il
B

i

wjr

Ak

g ol 947 (49%), 1A

204172941 7F 19078 (99.5%), 30417394

o] 979 (51%)% & 1 }E}
7F 14 (05%)°0 2 1}E

o] 1%

=
=

A so] 174 (91.1%), W

pilg

169 (8.4%)°. & 1} E

A 8 o]

ol
of
+
i

ﬁo

o

—_

;OL
B

1 398 (1.6%), 7IEt7F 17(0.5%) 6 = et

2o

(97.9%), 3]}

A wRko] 77 (3.7%), 200

17200%F

[e)
92
R

10079 ] who] 183% (95.8%), 100%F

nlako] 19 (0.5%)0 2 et whakA

B

1)

o
=

(

3}
o

be wAZe 2009 o

S

2 o

e
=

_35_



zel

-
o

s
oo

22

B
\Y

S o — o 0
o o o o o
> | o | = -2 P AN B e . QO I
oS 2 |(g|S|2|F|S|s |25 |2 |2 |85 ||
jang
~
5 — o — <t — o~ — o —
~ <t o~ ©
(@)} (@)} — (@)} o~ — (@)} 0 (ap] — (@) ee] o~ — (@)}
E..— o S} — — — — — — — — — —
!
= |
=] =
o uh "R
K I K|IT|IS|IQ|IT|= | MW o Gl B S = S I e = B - s
| TR ! ! o o e o i B e | 2 ~ | "B &2 2 e
o o —_— Tor =) =] o o
N | @ e ol N | m
= S| |
— o | o
S| s
TH
e
r
‘A
il o T s #,W
%o B o N o
o

ruzel

_Z_ﬂ

o)
A
"

X

Njo

AT BF=ot A

|

ol
‘_|6ro

aig

it

o3

AgsA 4 s,

5ol

o

_36_



TAAEE ARS FASAO ot 14 Ad 1A

gu, 74 v a2En”

T3y AW7e Tsiros(1998), Tsiros and Mittal(2000), Zeelenberg et

al.(2000)¢] SAFHS & Aol 2A FAs] FIF2 67) FHow, At

of A FAe] 54 FRom FASA

. °]¥2 Mobley(1977), Ping(1993)9] A4 5SS 2 A
ol = Day(1980), Zeelenberg and

Pieters(2004)¢] SAdES 2 Aol @A A 67 FHozw FAHGdAH. F

4 =+ Fornell(1992), Reichheld and Sassor(1990)2]
FAste] 57 Ao E FAEA
2 AT 8" HEEY] SAHTELS <H 1

SAYES & Aol A

== JIHEE S A 8 A=
93
o RiiEat B3
A7 Tsiros(1998)
Tsiros and Mittal(2000)
Az
Zeelenberg et al.(2000)
Az iy
47k
T F ek
ol & the aYER A3 Mobley(1977)
- Mg &322 Ping(1993)
e £ dA Tl
g g Eol] wg E o
MTF 4T Eo B
) g & B £ - Day(1980)
g} o] T2 TE Al A &= ‘
W] 7ol o] Zeelenberg and Pieters(2004)
AU AEA] 2 Q) H- 7] Hol| B
! AT o=
N 1 H,:rLH ol Fornell(1992)
FAE Tul s ARl AT o2
Sgow Reichheld and Sassor(1990)

_37_



Al 2

No
&

b
ﬂo
K
M
d

o}
+
8

i —
o

A
H

m
=
w
ool
=
)

o}
oF

—~
o

il

=
=

A8 BEL R okol A AN =

)

o

FA o

Bt 4
o},

=

W ojof g}

o3
s}

oF AH =7}

‘04
9] 8

1

O]
T

A A] 3

et geba B ddAE AT

}od &7k

o

=

a =

g

s

=

=

5

7h vl o)

UAE gopr7]

T
<0
o)
N~
N

i)

—~
o

=

o
AZA o] 22 Al

R

fLs

j=

}

o
pad

E} A (validity)

s

oo

Nr

puzel

I

—_
o

fugel

3
Nr

o7 B AFgME 7|E

A

)l

—_
o
or

B

)l

of AA AgelA

fLE

7] w2

]

[e]
2R

=
N

FA ®th. Kerlinger(1985)& 2.9l

B
=

°

1
7}

o

]

o}

I

AR

(3]

5
Hoz

49

3

Pl B

pul

o

o] °]¥

LS|
&

=]

U

el
mn

ol
o
Ho
0|
il

o]

bitel

S

el
TH

)

o|J
i

i
_L

R

A
ol
N

N

W

A

—~
o

vzl

N

ol
i

I

—_
o

rugel

3
Nr

=
)

~

—

0

o

el

i
ey
o
"
=
!
3
‘mﬂ
el
Njo
rul
)
ﬂo

)

_38_



—_
o

Ny

o

0|
s
o
)
o

%/

X
T
el
o

&

Oox
—_
o

1A (principal component analysis)S AF-&

=]
RN

£l

s =1

S

varimax' 2 & A&

==
=

Kaiser 73S A}&

0.5¢]

H

Hol-

)l

3

el

to] Eigenvalue’} 1

S

stel @

Pl

ol

A

o
ﬁO

0

<0

17¢elaL, £0.5 o

0

+

0|
z]f

—~
o

o}
oF

s

o|J

puzel

_&.0
o

_lﬁ_v.o

3ol 7

S

L IESE AR B

ks

3}

]

[¢]

12, 13>3 o] vhebt,

a3, <E

1

;OL

<
iz

—_—

el

=
=
i

!

=
Nl
.m_.o
W

A
o)
__OT

3L
=)

ol A Al

i

el

<

Qe ol

ol

AR 34.721% 2 UERSEC

v

2ol

3]

ok

2ol

?l,

FoAlEo] B &R uR T

3
T

o)A 7

Aya
[¢]

A 2

Y ALY & A

ol

o
oR

Mo

b

)l

o

-
%!

7A
ofp

uih]
B
i

)

44577% 2 FERRE O

o
=

=4k A&

& ol A

A, ‘AxDEA T4

.

79.208% 2 L}EbiT).

[elye)
=

B 24 v

_39_



— D~ 00 AN 0 | O b~ o o o R
™ | b~ 0 0 N <= | >~ 10 7”%
o N H e e S
cococococ|lcoocoo|l a2
N N o~ ~A -0 o] o &
[N I~ < AN O~ O | 1n oo b~ © 155
< QR G E G I B I
SOocoocooo|coco|lx»I I

~~

Q

=

©

>

o

w|znses |zl §

i (== Y

oo W |k ek | @

)

o

_ﬂ_

) PCA, Varimax

iz

el

=
=
!

)

H

el

No
o

ﬂ_wo

2) olg,

el o

BEl

)

o —
o

N

)
ool

el

—~
;00

|

BALS 18605% % UEWrow A Al

B

‘mo

i
‘mo

o

—~
;OO

ol o] 37K

Tl &

o
2FL 34914% 2 vEREom ) A A9

3T
™

WA A A,

[e)

=

2ol Al ol vl

g Aztol

o] o} 7]

'CH

N

o
=

ol

mo

al 7}

ol

TR

el
=

5

Qzre] gk <l 67
gue

16.405% = YEFskom A A el

_40_



it

A o

A 7fol ek, 3

=

H%]—

0]

oA T

[¢)

HoE =&

5}

€& Aol o 274

% ol

L
=

‘mo

Az

ol =

Aul 27k A%AdE o

b

i

of
"
=
st

ol

5

13> o] &,

<3t

0o m

N = =) N+ oo | O | W
ﬁv PR S = s i B I BN I B S B I B
,A = NN Q Qo Q| ® x| R L
Ao oo | - < 3
- - < <+ © D N > m o | XN o | 8%
) AN~ 0O O A © o - 0 = 3 o
—_ — O O N N ™M 0 D~ O — o | © = s
O --_._.- . e e _.-283
— 0
— © W © F 0 O + o | o x| oI T
)] <t O O - © < M~ <+ O T 5 o
o 0 & & b~ = b- O = m | o~ ] x>
(5 R - o 5 <
M m

~~

(&)

=
= ~
=&
—~ N g
T+ =2 3] <)
- Mo i | & 2
; I

o

™

) PCA, Varimax

=
T

<
]
v
3
)

-
A

Ay

ol

ze]
wr

o
oW
o
ol
i

—

e]

o

e
A
N

ol
il

—

o
JJ

—_
o

ol

-
S
th

—

0

"
Gl
o

t}. Cronbach’ a Alg+= 0014 1 AF

}

ko)
o

4 B
_41_

pud

3

tol AHE=E AA

Zhell o

f

HEER AR Ye
Cronbach’ a AlFE Al &



EROEEEE I B R

Cronbach’ a A7} 0.6 ©]4tolH

—~
o

B
i

=

Al

/\El

862,
3

A

o] A
o] - o] A

706, @l A= 883, &

L
Ju

ol 4]
7

1=
=

]

0

1

o E
i w

Z

1}
AN

93002 U}E}

6300 = e

|

ol A

A
[

N

Q13 4

&l

f
L.

R e=

b
H
<
ol
]
I~
)

oo

BE:

14>

<i

S

<=

O Al o © ™ o
© © ™ o 0 ™
2|2~ ||
o

—

O

A

-

‘_ﬂo (ap} Lo (ap] © [aV]
J_,NO

A

AT L Iy

ul (at j—

2 |X 2 ||
TR vl o I
= dor | =W o

<r
!

~
o
&
-

o

A
'

el

o

il

|

)

el

j

o2 eyt

|

R

_42_



H
X0

Ao

1.000

[e]

L

—_

10°

1.000

-0.025

% ¢t} LISREL

=

[¢)

bol %

o

1.000
0.197

-0.086

1.000
0.052
0.231

-0.350

< LISREL 850< o] &

!

w
io-

1.000

0.754
0.056
0.184

—-0.341

cp < .01

Nl
=y
-

1

jzel

o

ok

AsA ATF7HEY HAF

: p< .05

B
ﬁo
el
i

w

pilg

}7] o2 o] o,

o

o] 7}

a4%

J

A
=

)

~
o

ﬂo
B
il

e

HAl e

S

OO}:

3 o

Gl

o)
HO“?; NN

L
T

—_
o

fvze]
!
i

e
xr

"
=

b, 1 At AR el

S

U
ofp

ol
it

~
HO
1%0
&

o
X

o
=

A (GFD)

7ho] Al

)

oo

_43_

A ol A

fLN

\=]

3] 7

1
L

GFI



QAR ot} o] FAHFLE dWMH o R 07 1 Alolo]l EAEH 1o S H 2
Fe Aol Agettta AWE=d, 53] 09 ofdeld wig AT myPo] HA
T Atk AN GFI= SAZ 27 €A UA ot Hudw

g 7ol glvbe dd S 7hA A ok
24" A¥ = AFHAAUAGFDS AellA A e GFIZ 349 R

2]
2 ouE M FduH of7jolA AW AGFIE =AHE ZA AT Rt ol

27 H i xo] (RMR: Root Mean Square Residual)e & T sl A (S)3
o Sd FHFPA ()Y ko] F, ko] FH P H(residual variance covariance

matrix)& S8 H¥S F F AwISs AL Adow, s IAHL ojgtun &

S oArh oA AFAR0], Ssb 29 Aot Hold5F RPL AFH ol
97 Wol, RMRe] 0o 7A7h&5% F& mgoln 1 go] ALSEE wHo] A
@okA @vta & 4 vk AWHOE RMRe] 005 olstolW AR FEF 2
0|23 WrHAT. A% RMRe 27 mEAne SA0s6 oad dFe v
= b dudEE Heigdod 398 9A Fuddol H7 wEo

o)
RMRS| Z7]0] 92 4 94w, EEddo] FRFPAA Aol oju =4
99E AgsgEstl we 9Fe vt

oA 449 A7 wde APYES BAF AW x
GFI=1.00, AGFI=0.97, NFI=0.99, RMR=0.022%2 e} AF+EPL A g3 o=
debgth k@ @3 A¥E fe5rEe 05 olsh® UEwoy GFI, AGFL NFIZL
QAE /1EA 9 oldelm RMRE 05 o]st% thehv 2o vl 2 g s

4 gom AFARd & PH@aty @ 5 vk

- 44 -



717¢

7]

t#k

15784
0.32ws

0.21n/s

-0.17ws
1.98

2,66
~2.09
-1.74-

0.048
0.11

0.11

2.11, p=0.35, GFI=1.00,

0.11
0.11
0.10
0.10

0.073
=2)

16> A7}
0.750
0.034

0.023

xz2(df

-0.019
0.200
-0.220
-0.180

0.210

15.78) 2

17} 75(t

e

¢

=
T

2 3t

AGFI=0.97, NFI=0.99, RMR=0.022
}

Ay
it

<

o
jok

ol ol g

7
H1
H2

H3

H4
H5
H6
H7
H8

M
oR

D p< 05 wee 0p < .01

TN

ATE AF

2.

« 0 p< 1

¢+
ol

ol

A

Nr

—
o

A A

[e]

L

1

7Hd

L

R

Aol e

1]

0|

—~
o

o|J

}

o
pad

b o g

°

ook A7}

al

A

= O
=

o

U]

o]

s
™

A

=

R

U o

ol

ShA] o

)

I

_45_



2) F8zo] olg L oo M= FF

T3 7o) olde] WA= GEFQ JHH2E HSI A3 FAAIF 34(t=032) =
ofstA e Aoz dEwy. wEA F33E o] AH(+)o dFS mAH Ao
O 2te 7HE 2= 714 E Y. F3 o] Foel wA= ¥ HE3E AT A
= 17} .023(t=02D) % frefstA = Aoz yeiytth. webr F3]3¢o] 39
o Aol d&F= M Aoln k= 7HE 32 ZIAH[JT. AE Tl A9 A 7
ol Az, AT Bto] obd A4l g FFolg} =4 u F3E FHeA &

g 7HE A= 1A Sl A gte

A3 FHATE 20(=198) % p<05 FEANA fold A F, Aol 255 o
ook A& o 4 ok wEbq AWAhE ol Ao 9F= A A
olt) eh= bA B AU AWAE =7 AuAE £PE Zou LA @
A el eddes Zdd 2y AUaE =2 agEel i oS avt F

of ALt dergth mad Aupe w1 zude Aus Aes o

nrhe B9 ol AUNEY BUHS 3

L

(e
:1:4
b
Qﬂ
K
2
e
iy}
k
e
+
%2

4) 7 olg] WAL G
Fol7k olgel AL GFe 6L AFF A FHA 20(6=266)02
p<0l #EAM Fodtgith =, G/t F52 o|BE AR

weka gel= o' AH(H)e FFe M Aolu = A 62 A EAT

_46_



WG ol

=]
=

)

o

!

T2 o

AX 7} -18(t=-1.74) &

i

A

NP

B

—~
o

o}
oF

k<3
it
&

Stk whekA

—~
o

-2.09)% p<.05 F=

-.22(t

Al
=

ek whekA

A = 9

8

7Hd

R
L

_47_



<ad 2> 7HEAS e A

sdk

Loyalty

H

D 12t

_48_



A5 A A

sttt

o

o} 1 31}

o}
=

s
al 7
Mo

ND

e
™
T

&
d

o

A7 AHE

stol

9

171

=
a =

J

pzS
=

Fol A=

[

Q

[¢}

A}
tel LISREL 8.50

S

[e]

. AEAE Likert 73
=

lol SPSS 16.0

o

24%5E 7 4

kol AEzAbe] o

)

X

o
=

_CH

—_—
o

jasel

2)

el

sttt

)

A

il

B

20050l olF I)FH HEAE= 195590, 28l §

==

[¢)

L
R

A

) -5

%},

—_—
o

el

‘_ﬂo
AR

AR
X

1_|
—~
o

-

wo

}

ko)
o

sh9 e,

bol o)

°

o2k A7}

L e

°

4 (+) 9]

T A% ®Ael Ag

(+)9]
2ol

el

A

_49_



e A e

P B

A 2

o7} Atkm ¥ 4 9tk whepA

}

7}

W
v
X

|
o
o
Nl
6

)

—_—
o

W

oy

ojuf Al 32kl A

A (exit) €] o] F-of

=

A Au s A E )

£

o
B
T
el

AL

UO
W
=

=

R
L

L}
#7017k vhebste)

=
=

B, 22y MHlx Al At

A

ol 7149S Wy B

A

Fozm A4

3T
™

A 3

ol

Nr

@4

‘mo

2] 27}

ol A

=
=

Y

o, &3 =

1
L

mo

!

o

M

zel
_&.0

o

o
NP

KA

el

ﬂo

A9 A

2.

7

SRS

NI

FRx=d, &

;g 5

ki3

2kl w el

<
T

o)

A

A, Aol A4
CEEE R

B

o

5]

—_—
o

i Al A5 A

ol o9

=
=

=13
=

9/]

o

el n e Aol A

Nl
o
ok
o|J
]

S

Jol 2]

2

_50_



RO= .
o = o 99 _dhonﬂa —
- 2 o T ox T BN W Boar oo o B U oo T

T Xo = S~ ,._,m T = K o) ol ol o J ok
oo ® w0 T T T o — K T i o o] o o ) W) W Tl

N L vox = 27 _ T G o gy B T EK N
=3 - X 7 % Wa W & SEEECI -~ il B How o ok MN g = Ay ol
TR M%%oxﬂ %ﬂdr.,%iﬂu @rﬂm@ﬂgwy momﬂao%ﬂxi

— 3o — Im —_ v e -
Gy o &L T ° W g o e w E X A O TR
q o wm T A%lﬂﬂé £ o e w L -y
_L n_Al & N o ) ﬁ 0 ﬂ BN ™ ‘m_W ﬂ N 1
) 5 T O v T & N = ™
- B = it W o o Nr 2 wF S o T N o T
T 3 R 1o° = o O~ o ™ =) ~ ™ T oy e o 1__/| ) = = K = m
EE mag oo WO N T RESLRe=iEZ gy N

= = 2 DY L 4 iy oM o o ol B oo X 5 RB ]z s <

o R m AT ﬂa N T o = = NS 1 o m "R T T 5 T o5
- = — ; ~3 - s T
o TSN Ealle G Mo gy oK Y N - ] wom N B °

o 0 X o . X 53 E o ‘NL o X JI e _El 11_/.D
o o Ny W TR o X o g e o = = ok

e ¥ gy T 5 O oo XA D < o omow | O il
T N A N s w e - T o o o g
" =T 4T o ﬂxmﬁ%mﬁ%%.ﬂ__oog]xrmﬂwu%ﬁﬂ o & o

= ~, ~ ') .
- I L}iqﬂﬂ@mﬂﬂyﬂz%ﬂw%zﬁ

*n = o g 8 = @ N Moo= O < U S B
o N ™ woR o =n BN gt pud o] X qON o= ) X
P o oo oy e o O 4 o XN go P o K M = W P
oo B o = —_ o qhw_ ko X N E.r‘ o © — Lf ,Hol K| o TS ~

< o= T ° D < W T o = X — o o =
i - £ R (R Pl = g o F T o = N T o

=y N i = o o X EEL%O% imgaiaﬂyé
Moo B g e o)y B m O e oA o T vy S
— N = Eo o =0 = ﬂ” ~g o#a o o = oﬂ . 0 ﬂu xr o og ] Ee .

X o oo mwo W oo ™ T X g = oA e © Mrw
% P o o Ao oy e = o X R B g WO SCY B
ol H  mo o =y ° ™ _ R I ¢ o B —~o No "o
T oA e it T = " < ® g D < o o X Moo - U

) o T o oy ojn ok oy % st M o T OIS s o olJ 11/ - - K 5
3 H oy P 3 Y =) ™ o M X 200X mH % e o) o B Ny DT
~ - = B omo o == > ~ T wo o _ ! o J| T ) o o)
~H < m T B B R ~ ol —_

B = <0 £ — w M4 NS N & — — = ooz o
=3 e < ol e v Mo X T =5 N X s R ol
o P 5 WKy = s o 5 b = Mo BN 7 P T =
o B ) St 2 T o 5 g T LXK % o N B og B muﬂ%%
oo e qa® " Nr RORT g o 40 g MM A Mo g X oy o o W
~ = - ' - Gy N — ) v
X T oH T =N o ol T O ST S 2 X - e G ! H = 5 S PR o
o T S mixa%%% - Ty Hw._@r_/%;o
oT,Hxxogﬂ_11a%oa i_]r,o%#u%_zl T T

Z:u < _ A ! XL ,AE e ﬂ r 1 lo —_ P \IO_I JI o ") 1o° H_._L o o —_— ! O#E

T P E R R oJ R AR EO A
= 2 o H = N by T < IR (G [l =
T H = = ‘M H oy 524 H o o Al
T T X B W W X T T
o ‘Dr ‘ML —_ a ;OL
T H T

- 51 -



A

A
or

=H

_L
1

el

—~
o

X
o
el
~

o
ey
;OT
Nr
]
M-

Ty

e

¢+

B

!

§ sl ofof & Aot

3]

—_
o

_zﬂé
T

xX
el

e
)

7

Wy
-
oA
e

"

313 71

A

A7 e

Jo 2

wAO

Tor

ol
o

A

[~
"o

oF

—~
o

ol

)

o

i

B

e
o
o

ol

puzel

22

o)
W

2

—_
o

|

ofp

puzel

wr

Eias 8

o] ] of

=
T

Aol A A

s

A
v A & 4

o=
=

N

Aol A A

gl

}d

S

ol A Axu] A} 2]

o

43

Foeh ey o)

S

X

W A

k4

TolA = F-3]

i

5t 5
T oA

Srpm R geba

wol Wg

A3k eh.

ki3

A F T =

ol A 9

hya
[¢]

&

2] A9

oy

=

=

~~

S N2 PUES

_52_



= Aolga deE = olgd Fognte uF . o el A AwyelAd, ¥4
]

_53_



e
=
4
g

oA TEERS, TSR ELE, TS
T BA Fygietu AFs] el 21(2), pp.109-125.
1E9 - BES.T.(2002), =2k Algje] Av| A5, A&, WAL

UlE) §(1999), “Am AR AL B e £BE vAY Ao BE A
AR R P K )

MFE004), “AulAS] AR Fagol FoAsgEe] ML Jge] B
R S e OIS PR DS

AR E (2008), Ml oA A FelfFol BAVHE MAL T B
AT S EAMZ: FHOR” FGUIs vhod wpALSS

s
fo
re,

FEE, o] F5(2000), ‘AW &BFBAAA] RAFHE JFL 7
of #E AT Y 35-
o] £4(2000), “HA= Tl 32

R
SR
o=
f s
N
- g

s
—L ,_.
L
o,
ol
jatad
=
R
A
o,
o
oy
o,

of Tt + QFFE - AE(2004), AEY v, M&, HEA
<HYEA>

Aaker, D. A. and Keller, K. L.(1990), "Consumer Evaluation of Brand
Extension,” Jourrnal of Marketing, 54(1), pp.27-41.

Allen, C. T. Machleit, K. A. and Kleine, S. S.(1992), "A Comparison of
Attitudes and Emotions as Predictors of Behavior at Diverse Levels of

Behavioral Experience,” Jowrna/ of Consumer IFesearch 18(4),

_54_



pp.493-504.

Assael, H.(2001), "Consumer Behavior and Marketing Action,” 6ed, Z%omsorn
Learning:

Bell, D. E.(1982), "Regret in Decision Making under Uncertainty,” Operations
Lesearch, 30(5), pp.961-981.

Bell, D. E.(1985), "Dissappointment in Decision Making Under Uncertainty,”
Operations Fesearch, 33(1), pp.1-27.

Blodgett, J. G. and Granbois, D. H.(1992), "Toward an Integrated Conceptual
Model of Consumer Complaining Behavior,” _Jowurna/ of Consumer
Satisfaction, Dissatisfaction and Complaining Behavior, 5, pp.93-103.

Blodgett, J. G. and Walters, R. G.(1993), "The Effects of Perceived Justice on
Complainants’ Negative Word-of-Mouth Behavior and Repatronage
Intentions,” Jowrnal/ of Retailing, 69(4), pp.399-428.

Bloemer J. M. and Kasper, H. D. P.(1995), "The Complex Relationship Between
Customer Satisfaction and Brand Loyalty,” Jowrna/ of FEconomic
Psychology, 16(2), pp.311-329.

Boles, T. L. and Messick, D. M.(1995), "A Reverse Outcome Bias: The
Influence of Multiple Reference Points on the Evaluation of Outcomes
and Decisions.”  Organizational FBefavior and Human Decision
Processes, 61(3), pp.262-275.

Brehm, J. W.(1966), A Theory of Psychological Reactance, New York:
Academic Press.

Brehm, J. W. and Wicklund, R. A.(1970), "Regret and Dissonance Reduction as
a Function of Post Decision Salience of Dissonant Information,” Jourrnal/
of Personality and Social Psychology, 14(1), pp.1-7.

Cohen, D.(1984), "Reactions are Mixed to Nontraditional Punishments for
Marketing Infractions,” Marketing News, 18(5), p.18.

Cooke, A. D. ]J., Meyvis, T. and Schwarts, A.(2001), "Avoiding Future Regret
in Purchase timing Decisions,” Journal/ of Consumer Research 27(4),
pp.447-459.

Day, R. L.(1980), "Research Perspectives on Consumer Complaining Behavior,”

_55_



Theoretical Developments in Marketing, Chicago, pp.211-215.

Day, R. L. and Landon, J. E.(1977), "Toward a Theory of Consumer
Complaining Behavior,” Cornsumer and Industrial Buyving Behavior, NV
- North-Holland, pp.425-437.

Dick, A. S. and Basu, K.(1994), "Customer Loyalty: Toward an Integrated
Conceptual Framework,” Journal of the Academy of Marketing Science,
22(2), pp.99-113.

Elastani, H.(2000), "Competitive and Procedural Determinants of Delight and
Disappointment in Consumer Complaint Outcomes,” Jowrna/ of Service
Lesearch, 2(3), pp.285-300.

Enis, B. M. and Paul, G. W.(1970), "Store Loyalty as Basis for Market
Segmentation,” Jowrnal of Fetailing, 46(3), pp.42-56.

Fajer, M. T. and Schouten, J. W.(1995), "Breakdown and Dissolution of
Person-Brand Relationships,” Advarnced in Consumer Research, 22(1),
pp.663-667.

Farrell, D.(1983), "Exit, Voice, Loyalty, and Neglect as Responses to Job
Dissatisfaction: A  Multidimensional Scaling Study,” Academy of
Management Journal, 26(4), pp.596-607.

Festinger, L.(1957), A Theory of Cognitive Dissonance, Stanford, CA: Stanford
University Press.

Folkes, V. S. (1984), "Consumer Reactions to Product Failures: An Attributional
Approach, Journal of Consumer Fesearch, 10(4), pp.398-409.

Fornell, C.(1992), "A National Customer Satisfaction Barometer: The Swedish
Experience,” Journal of Marketing, 55(1), pp.1-21.

Fornell, C., Johnson, M. D., Anderson, E. W., Cha, J. and Bryant, B. E.(1996),
"The American Customer Satisfaction Index: Nature, Purpose, and
Findings,” Journal of Marketing, 60(4), pp.7-18.

Fornell, C. and Westbrook, R. A.(1979), "An Exploratory Study of
Assertiveness, Aggressiveness and Consumer Complaining Behavior,”
Advances in Consumer Fesearch, 6(1), pp.105-110

Frijda, N. H.(1986), "The Place of Appraisal in Emotion,” Cogrition and

_56_



Lmotion, 7(1), pp.357-387.

Gilovich, T. Kahneman, D. and Medvec, V. H.(1998), "Varieties of Regret: A
Debate and Partial Resolution,” APsychological Feview, 105(3),
pp.602-605.

Gilovich, T. and Medvec, V. H.(1994), "The Temporal Pattern to the Experience
of Regret,” _Journal of Personality and Social Psychology, 67(3),
pp.357-365.

Griffin, J.(1996), "The Internet’s Expanding Role in Building Customer Loyalty,”
Direct Marketing Garden City, 59(7), pp.5b0-53.

Halstead, D.(1993), “Five Common Myths about Consumer Satisfaction
Programs,” Journal of Services Marketing, 7(3), pp.4-12.

Halstead, D., Droge, C. and Cooper, M. B. (1993), "Product Warranties and
Post-Purchase Servicet A Model of Consumer Satisfaction with
Complaint Resolution,” Jowurnal/ of Service Marketing, 7(1), pp.33—-40.

Harvey, L.(1999), "Enabling Customer Loyalty for E-Businesses,” Write Paper,
Patricia Sevbold Group, Inc.

Hellier, P. K., Geursen, G. M., Carr, R. A. and Rickard, J. A.(2003), "Customer
Repurchase Intention: A General Structural Equation Model,” Zuropearn
SJournal of Marketing, 37(11/12), pp.1762-1800.

Herrmann, A., Huber, F. and Braustein, C.(1999), "A Regret Theory Approach
to Assessing Customer Satisfaction When Alternatives are Considered,”
FEuropean Advertising and Consumer Fesearch, 4, pp.82-88.

Inman, J. J., James, J. S. and Jianmin, J.(1997), "A Generalized Utility Model of
Dissappointment and Regret Effects on Post-Choice Valuation,”
Marketing Science, 16(2), pp.97-111.

Inman, J. J. and Zeelenberg, M.(2002), "Regret in Repeat Purchase Versus
Switching Decisions: The Attenuating Role of Decision Justifiability,”
Journal of Comsumer Fesearch, 29(1), pp.116-128.

Hirschman, A. 0.(1970), "Exit, Voice, and Loyalty: Respomses to Decline in
Firms, Organizations and States,” Cambridge, MA: Harvard University

Press.

_57_



Jacoby, J. and Jaccard, J. J.(1981), "The Sources and Validity of Consumer
Complaining Behavior: A Psychological Review,” Jowrnal of Fetailing,
57(3), pp.4-24.

Jones, T. O. and Sasser, W. E.(1995), "Why Satisfied Customers Defect,”
Harvard Busimness Feview, T3(6), pp.88-99.

Kahneman, D. and Miller, D. T.(1986), "Norm Theory: Comparing Reality to Its
Alternatives,” Psychological Feview, 93(2), pp.136-153.

Kahneman, D. and Tversky, A.(1982), "The Simulation Heurstic,” in Judgment
under Uncertainty: Heuristics and Biases, ed. Kahneman, D., Tversky,
A. and Slovic, P. Cambridge: Cambridge University Press, pp.201-208.

Krishnan, S. and Valle, V. A.(1979), "Dissatisfaction Attribution and Consumer
Complaint  Behavior,” Advanced in  Consumner [Research, 6(1),
pp.445-449.

Landman, J.(1987), "Regret and Elation Following Action and Inaction,”
Personality and Social Psychology Bulletin, 13(4), pp.524-536.

Landon, E. L.(1980), "The Direction of Consumer Complaint Research,”
Advances in Consumer Fesearch, 7(1), pp.335-338.

Loomes, G. and Sudgen, R.(1982), "Regret Theory: An Alternative Theory of
Rational Choice under Uncertainty,” Zconomic Journal, 92(368),
pp.805-824.

Maute, M. and Dube, L.(1999), "Patterns of Eemotional Responses and
Behavioral Consequences of Dissatisfaction,” Applied Psyvchology, 48(3),
pp.219-247.

Miller, D. T. and Taylor, B.(1995), "Counterfactual thinking, superstition and
regret,” in Roses, Neal J. and James M. Olson(Eds.), What might have
been: The social psychology of counterfactual thinking, Mahwah, NY:
Erlbaum, pp.305-331.

Mobley, W. H.(1977), "Intermediate Linkages in the Relationship Between Job
Satisfaction and Employee Turnover,” Jowrna/ of Applied Psychology,
62(April), pp.237-240.

Mooradian, T. A. and Oliver, J. M.(1997), "I Can’t Get No Satisfaction: The

_58_



Impact of Personality and Emotion on Postpurchase Processes,”
Psychology and marketing, 14(4), pp.379-393.

Mowen, J. C.(1990), "Consumer Behavior, 2nd ed., New York: Machmillan
Publishing Company.

N'gbala, A. and Branscombe, N. R.(1997), "When Does Action Elicit More
Regret Than Inaction and Is Counterfactual Mutation the Mediater of
This Effect?)” _Journal of Experimental Social Psyvchology, 33(3),
pp.324-333.

Niedenthal, P., Tangney, J. P. and Gavanski, 1.(1994), "If Only I Weren't versus
If Only I Hadn't: Distinguishing Shame and Guilt in Counterfactual
Thinking,” Journa/ of Personality and Socia/ Psychology, 67,
pp.585-595.

Oliver, R. L. (1993), "Cognitive, Affective, and Attribute base of the Satisfaction
responses,” Journal of Consumer Fesearch, 20(3), pp.418-431.

Oliver, R. L. (1997), Satisfaction: A Behavioral Perspective on the Consumer,
McGraw—Hill, International Editions.

Oliver, R. L.(1999), "Whence Customer Lovalty,” Journa/ of Marketing, 63(4),
pp.33-66.

Ortony, A., Clore, G. L. and Collins, A.(1988), The Cognitive Structure of
Emotions, Cambridge: Cambridge University Press.

Parasuraman, A. Zeithaml, V. A. Leonard, L. and Berry, L. L.(1985), "A
Conceptual Model of Service Quality and Its Implications for Future
Research,” Journal of Marketing, 49(4), pp.41-50.

Ping, R. A.(1993), "The Effects of Satisfaction and Structurl Constraints on
Retailer Exiting, Voice, Loyalty, Opportunism, and Neglect,” _Jowrna/ of
Letailing, 69(3), pp.320-352.

Ping, R. A.(1997), "Voice Business—-to-Business Relationships: Cost of Exit and
Demographic Antecedents,” Jourrnal of Fetailing, 73(2), pp.261-281.

Raj, S. P.(1982), "The Effects of Advertising on High and Low Loyalty
Consumer Segments,” Journal of Consumer Fesearch, 9(1), pp.77-89.

Reichheld, F. F.(1996), The Loyalty Effect, Bain & Company, Inc.

_59_



Reichheld, F. F. and Sasser, W. E.(1990), "Zero Defections: Quality Comes to
Services,” Harvard Busimness Feview, 63(5), pp.105-111.

Reichheld, F. F. and Schefter, P.(2000), "E-Loyalty: Your Secret Weapon on the
Web,” Harvard Business Feview, 78(4), pp.105-113.

Richins, M. L.(1983), "Negative Word of Mouth by Dissatisfied Consumers: A
Pilot Study,” Journal/ of Marketing, 47(1), pp.67-78.

Ritov, I. and Baron, J.(1990), "Reluctance to Vaccinate: Omission Bias and
Ambiguity,” Journal of Behavioral Decision Making, 3(4), pp.263-2717.

Rusbult, C. E., Farrell, D., Rogers, G., and Mainous III, A. G.(1988), "Impact of
Exchange Variables on Exit, Voice, Loyalty, and Neglect: An
Integrative Model of Responses to Declining Job Satisfaction. 4caderny
of Management Journal, 31(3), pp.599-627.

Rusbult, C. E., Zembrodt, I. M. and Gunn, L. K.(1982), "Exit, Voice, Loyalty
and Neglect: Responses to Dissatisfaction in Romantic Involvements,”
Journal of Personality and Social Psychiology, 43, pp.1230-1242.

Russell, D. and McAuley, E.(1986), "Causal Attributions, Causal Dimensions,
and Affective Reactions to Success and Failure,” Jowrna/ of Personality
and Social Psychology, 50(6), pp.1174-1185.

Saint, R.(1997), "Did He Jump or Was He Pushed?,” Marketing News, 31(10),
pp.2-21.

Simonson, 1.(1992), "The Influence of Anticipating Regret and Responsibility on
Purchase Decisions,” Journal of Consumer Fesearch, 19(1), pp.105-118.

Singh, J.(1988), "Consumer Complaint Intentions and Behavior: Defimitional and
Taxonomical Issues,” Journal of Marketing, 52(1), pp.93-107.

Singh, J.(1990b), ”"Voice, Exit, and Negative Word-of-Mouth Behavior: An
Investigation Across Three Service Categories,” Jouwrna/ of the
Academy of Marketing Science, 18(1), pp.1-15

Singh, J. and Howell, R. D.(1985), "Consumer Complaining Behavior: A Review
and  Prospectus,” Consumer  Satisfaction,  Dissatisfaction — and
Complaining Befavior, 1, pp.41-49.

Sivadas, E. and Baker-Perwitt(2000), "An Examination of the Relationship

_60_



Between Service Quality, Customer Satisfaction, and Store Loyalty,”
International Journal of RFetail and Distribution Management, 28(2),
pp.73-82.

Sohn, C. and Lee, D.(2002), "Trust to Build Customers’ Loyalty in Internet
Markets,” Decision Science Institute annual Meeting Froceedings,
pp.657-661.

Spranca, M., Minsk, E. and Baron, J.(1991), ”"Omission and Comission in
Judgment and Choice,” _Jowurnal of Experimental/ Socia/ Fsyvchology,
27(1), pp.76-105.

Stephens, N. and Gwinner, K. P.(1998), "Why Don’t Some People Complain? A
Cognitive-Emotive Process Model of Consumer Complaint Behavior,”
Journal of the Academy of Markeling Science, 26(3), pp.172-189.

Sudgen, R. (1985), "Regret, Recrimination and Rationality,” Z%eory and
Decisron, 19(July), pp.77-99.

Taylor, K. A. (1997), "A Regret Theory Approach to Assessing Consumer
Satisfaction,” Marketing Letters, 3(2), pp.229-238.

Tsiros, M.(1998), "Effect of Regret on Post-Purchase Valuation: The Case of
More than Two Alternatives,” Orgarnizationa! FBehavior and Human
Decision Process, 76(3), pp.48-69.

Tsiros, M. and Mittal, V.(2000), "Regret: A Model of Its Antecedents and
Consequences in Consumer Decision Making,” _Jowrnal/ of Consuner
Lesearch, 26(4), pp.401-417.

Tykocinski, O. E. and Pittman, T. S.(1998), "The Consequences of Doing
Nothing: Inaction Inertia as Avoidance of Anticipated Counterfactual
Regret,” Journa/ of Personality and Social Psychology, T5(3),
pp.607-616.

van Dijk, W. W., Zeelenberg, M. and van der Pligh, J.(1999), "Not Having
What You Want versus Having What You do not Want: The Impact
of Type of Negative Outcome on the Experience of Dissappointment
and Related Emotions,” Cogriitrion and Emotion, 13, pp.129-148.

Westbrook, R. A.(1987), "Product/Consumption-based Affective Responses and

_61_



Postpurchase Processes,” _Jowurnal of Marketing Research, 24(3),
pp.258-270.

Westbrook, R. A. and Oliver, R. L.(1991), "The Dimensionality of Consumer
Emotion Patterns and Consumer Satisfaction,” _Jowurna/ of Conswner
Lesearch, 18(1), pp.84-92.

Zeelenberg, M.(1996), "On the Importance of What Might Have Been:
Psychological Perspective on Regret and Decision Making,” in
Department of Social Psychology. Amsterdam, The Netherlands:
Onversity of Amsterdam.

Zeelenberg, M. and Peters, R.(1999), "On Service Delivery that Might Have
Been: Behavioral Responses to Dissappointment and Regret,” Jowurnal/ of
Service Research, 2(1), pp.86-97.

Zeelenberg, M., Peters, R. and van der Pligh, J.(2000), "On Bad Decisions and
Disconfirmed  Expectancies: The  Psychology of Regret and
Dissappointment,” Cogrution and FEmotion, 14(4), pp.521-541.

Zeelenberg, M., van Dijk, W. W. and Manstead, Antony S. R.(1998a),
"Emotional Reactions to the Outcomes of Decisions: The Role of
Counterfactual Thought in the Experiences of Regret and
Dissappointment,”  Organizational Fehavior and Human Decision

Progresses, 75(2), pp.117-141.

_62_



au A o) Az AL

= A0 Soli=4& FHotH ZAL=E L
2 d=2Xs "egu A= 0lSAe =80 2t 3272
g gEob| flet ALt

2 AF2XNE H4Hot=ll A= A2 2 102 &2 WAl B
=2le €0 Uz JUAKX LSLICH HOHHAMN ol =4 22 HE2 2
A0 IR =R ANA=01B=2 O HAHZRAIHZIE =018 Ol ollE
el OHEAE o FAAL

Hotet JtEN A2 20| && &H otAIDIE JIJASLICH Al =
HEZ AlZES W =AM CHAl 8 B 2ZPAFEELICH

20084 9&
w CHeta sty
2y
CER2
Tel 1 062) 230-6845
e—mail : lovely0513@naver.com
OAMANE AZ AFI ojuel AN 2JEAN AFL FIAA FHo|
AEFY 7?2
@ o @ o2

L S48 a7 ARl Felstel F417] uhahic,

L AEs Fdste] FA17] vk

_63_




~

3}

Tee A AHY £BE ofo BE ARYUL A% A4 ARt
Zo $ga FA7 wgo,

L ARANE Dult AF
Aol ( )y

2. ASAA A Aol AFL FAT AHY £PBL?
( )
3. ASAN g AT 2B BAA AFS P AE AFoRRE AP

( S Rl

qu}.

O 952 AsAAN AL EAA AF Tl § ASAA ojd =43 HOH=A
o &3 FAEAUT A A UdXFE AT Hzo AAdA FA7 v g
=3
Gk T1A4] -
a5 A o= I
eret o o

L AgREAA AlEs Told 2ol disf #3]

B},
2 f%ﬂi}%ﬂl*i Alwe ek Aol el -4k 1 > 3 4 5 6 7
3 %ﬁ;jééjﬁ AFEE Tolg Aol sy 244 1 > 3 4 5 6 7

_64_



A
2T

! oy
~ ~ ~ ~ ~ wo MﬁTﬂ ~ ~ ~
= T
T
ﬂ ‘H
© © © © © A © © ©
ol
=
7o) T} 0 T} 7o) =W N 7o) T} 0
vA
T +
+ <+ 0 <+ < W Rae < < <
Hol 11
=0, o
o 3,_
™ ™ m ™ ™ ‘mﬂ ﬂ (42] ™ (3]
3 =
o N o o o ioH ! N N o
5
——
[=]
o % T T T
A o
. |
A< B (R A W 4
W w N &m G T T
BT T X i o
o K io- M__ Pa - o n
— 0
BB B % MM o g e =
T T E = = 4 5 T T =
I < ® =TT
i o ol %H w %u o — o < uﬂ_ wp M
R R : = ° o B0
il i =« TR o B
T = 3 g N ™ N
T2 HIM# 5 4 = o
— o e = o - .
Ty Xo X5 70 58 GO =g Mo g
TR T TR S o . TEm Ui R
NI SN o B e ST g
g 4ob gw Gx 4% * o 4% T o
<N <N <N W T ) Mr_ <z Mz T
e - =T RS o

Im.
2

_65_



o
2T

1A
agn

el

7 R
Nr =
o~
B/o =°

4

©

bl

o

o ddd AEdU. A

}

o]
il

2o o

0] A

7ol Qe

<

i=]

sk
=

[e]

]

A AN,

A=)

=

8. A== #EA oA ol

tol FA17] nhgdy o

9|

To HEo A=

o

I
o
~

—

el

o
!
o

) -
et

A

S

_66_

ol =

]
=

Ao Mu|27p AlSd0E o

ALRES o] 82 A7olT),

2.



1A
gt

By

NAZ

=
=

aRk it
s
AEY &FEE]

KR
=
o] & Aol

ohim 1
[e]

°] 8
k=S

2

o
=
=
p

o

Adg =l
=
0]
AN

7

27, AagErtd A=
BEY Aulx o] ¢ el

s ie)
==

1

G A TR TR U <

1A
a8t

. oy

w Al g i
e R
_ BO ol o Bo o

5

N n._e
.4

(9p)
—

)

2~
o) %

= 3

B
el ™

% o

omuﬂr
T o
ﬁﬁﬁﬁ
B 8o qjn
q

o

<
—

o
RIS
) T R

_67_



V. g2 ARAA A9 AxPE U@ BEEe #F ABYU At
gA% AAsE Ao WEol AAske] FA/ WP
23] = o5
R1=51%) oot RS
s3tgic) # spolth
L Asts A&R 2ol il Augoz o
sk} a4l L7 o2 8 4 5 6 7
2. Ask AL Bl AuEA A 2o
dlal el WE g7 L
3. Ak ALDBAA TG AFl
dgal e Aol wael vt 1 2 3 4 5 6 7
RE A 712
1 Aok AnDEAN T AF
gel Awdow dvhl wEsgd 1 2 3 4 5 6 7
7k
5. ek AAN AnBEol gl BUFL =AY oW Pol BVHE LRGN
(ol: AEAE, A2 %)
( )
V. thg AEEES BH-BEAZAL AT ARYUD ARAN AFsHE AZl
Azstel FA7] vhgyo,
I EEIEEE:
DA @917
2. Askel A e?
( A
3. Aol whe e
O aE @ A% A% @ dE @ gt A% © dtd 29 © A )

_68_



4. AAskel A

D4 @ AdFH @ 49 @ AEA 6 A9Y © N )

T @ 10072008 wRE Q) 20073008 m Rk @ 3009k o]

gzd FAA @A,

_69_



bol o

3

off i

A=

=

)}
2}

CER

=) o 2
3 8 =
N > | o] o =
<| 5|9 0 2
r| o | a8
m —_ —
Sw s
T __
RO 13 U=
@-O Lo pm e
= i ——
oll _ 9
= S g
o | K ._M W $ —=
Al TA._ - » <
o _— = __oo —_ =
~ - o |0 (o)
S @ | D oW
N 10f o |_ © g
o w ol +— Q
o | WSz 2b
S s 2
1. i0J — E o
no % ol =
ol > 0 5 o
o | T 5K e E
< > |, =
T |2 & =
SR D o
- n0 | 8r ol £ ©
ol ﬂo T I T .~
Bl k| E
A o | A0 | L |l B0 @
mlm || = or
r F<
| 70 | KF | B mﬁ

e

=
"o

E
&l

1

R

’

S

ol [e}
=
& A

=
=

A, 7193 ol e

1. A% %< DBY
2. 99

3

;ouﬂﬂ
ey

k)

el =

Hlo o
= 4o T

g

5tel 2

o
=
iR
&%

]
|

o
il

% o

9

oy
ox
o

oy
mr
73
o
=
Ay

freint

o

.

o
B
Ay

4

Hhd (

S 0 )

LR

o

12 ¥

2008+

—_—

e}

)
B

‘mo

—_—

T
faled

)

7H

A ZF =}

o

T

N]

_70_




	제 1 장 서   론
	제 1 절 문제의 제기
	제 2 절 연구의 목적
	제 3 절 논문의 구성과 방법

	제 2 장 이론적 배경
	제 1 절 후회감에 관한 이론적 고찰
	제 2 절 실망감에 관한 이론적 고찰
	제 3 절 불평행동에 관한 이론적 고찰
	제 4 절 충성도에 관한 이론적 고찰

	제 3 장 연구모형 및 연구가설
	제 1 절 연구모형
	제 2 절 연구가설

	제 4 장 실증 분석
	제 1 절 변수의 조작적 정의 및 측정
	제 2 절 변수의 신뢰도 및 타당도 검증
	제 3 절 연구가설의 검증 및 논의

	제 5 장 결  론
	제 1 절 연구결과의 요약 및 시사점
	제 2 절 연구의 한계점 및 향후 과제

	참고문헌
	설문지

