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ABSTRACT

Effects of Bowling Center Marketing Strategy
Factors on Customer Satisfaction and Loyalty

Cha Yu-Mi
Advisor : Prof. Jeong, Myoung-Soo, Ph. D.
Department of Physical Education,

Graduate School of Chosun University

Augmentation of the leisure time which follows in life [swu_cwun_uy]
improvement, health and about physical strength with culmination of interest
the craving is coming to be high about physical education activity. More comes
to be recognized according to the benefit which the sports activity provides to
the human company and satisfaction the maximum description below is the
actual condition where the interest and the effort for are more augmented at
universal value of the happiness which this human being is genuine and the
human being where the realization of freedom 1is most valuable. Also the
modern world lives from the service society and service economy inside, the
service of the recording economy where the society will advance comes to be
clear and the world-wide various country the service industry is gradually
increasing is cold under specific gravity, this sports industry sector is not the
exception. Hereupon about quality of service the gain and loss today the
subject which sports markting field is essential is a possibility of doing about
strategic importance of the recognition which 1is accurate and service
marketing. Periodic situation and according to necessity was applied at meaning
and the value which means etc. to raise the quality of life of means,
educational activity, competitive activity and of livelihood are various and
sports field was not the exception and was made to attempt a new evening
twilight about wvalue pursuit and the directivity which the future sports will
contribute in life of the human being. Ministry Of Culture &Tourism (2006) in
compliance with in leisure life TV watching (19.7%), kinetic sports (19.2%), the

Internet communication game (19.2%), nap etc. simple rest (is reporting with



the fact that leisure activity with 14.2%) etc. order, 65.9% of the [i cwungl]
kinetic - sports leisure activity participants directness as will be participating to
the sports activities 2-3 or more at one months and Kkinetic participation
specific gravity to increase rapidly with participation the interest with
development of the society joins in about the sports activity which the place
catches deep in leisure life inside of the citizen and is the actual condition

which is increasing more (thousand rooms and 2001).

Augmentation of the sports activity participation population base of sports
industry with the cause which grows the sports facility industrial market which
is the possibility of doing importantly (Kim insight, 2002, Trillion talents &Kim
Sir two and 1998; Does not do the rapid increase of circles and 1998) sports
facilities as the market of leisure activity will be receiving the response where
the sports facility is big to be evidence, specially, sports facility [ep] the
customers 1in fields approach, to be easy the subscription fee will be
appropriate and extra ordinary technique without to be easy the bowling which
has the strong point which is the possibility of exercising will come in contact
and the man and woman young and old anyone easily there is a possibility
which will enjoy. Like this bowling many participation improves the craving of
the customers who seek the bowling center continuously from the bowling
center craving of the customer continuously to be sufficient the thing is very
difficult. Specially, with bowling participation same sports service production
and the case which the dissatisfied family will be in order for consuming to
become accomplished simultaneously expecting before purchasing the service,
returns goods a service, are having a difficult quality the sports consumers
who are unsatisfactory in service disconnection is a possibility of saying that is
more serious wheel scene. And the consumers who use a sports service
oneself under purchasing should have been boiled try, listen about the service,
while experiences a various branch thought or an attitude have about that
service and they make. The consumers will evaluate a service from viewpoint
of oneself and the service which is evaluated like this will be made to have
the image which is symbolic in the individual and, will evaluate according to
result of evaluation satisfactorily effect a service quality and there was a
possibility which will decrease, uses the re-purchase at the time of service
provider was a possibility of being joined together in love and (presence at a
sickbed hoiled, 2007).

When tries to observe the preceding researches of sports industry sector



recently, about marketing strategy and VIP decision research (most promotion,
2009; River bed [swuk], 2006; Hundred present, 2005), satisfaction and
re-viewing intention research of sports viewing facility (Kim really under,
2008, Kim prostitute, 2004; River sages, 2002; Kim praise, 2002), about
service satisfaction and love degree research (Kim swage, 2008, Does not do
the line, 2005; Zombie bell, 2005, Presence at a sickbed boiled, 2006; Most
position [hyek], 2004), with sports activity participation of the adult the life
satisfaction (Hwang shoe size, 2004) etc. various researches were advanced
steadily. Like this research must be considered not only sports facility the
leader, the staff and program, the satisfactory yes or no which accessible etc.

is synthetic, the consumer in the product which is purchased

The use experience against leads and i1s made to evaluate the result of
purchase conduct and, also the customer service about the satisfactory
unsatisfactoriness which appear after provision receiving difficulty research
importance but first of all importantly from the bowling market side which
provides a service, the fact that must consider is the love Japanese visit thing
which customer conduct as phase appears last. This will predict the conduct of
the customer and understands the major implication very not only will have
with re-visit of the following customer to be joined together and is in order to
affect is more direct in bowling funeral result. There is consequently to a
family formation process only of the sports consumer and service quality and
the customer who are researched in existing as much as ‘customer loves ' the
research which adds the arm person is demanded on the relation outside of the
arm human being which is satisfactory. This the expense where the customer
love degree creates the new customer from the marketing side holds to the
enemy and also increase of purchase frequency and is very a concept which is
important because being will be able to expect information by word of mouth
etc. i1s friendly. The research which sees hereupon service quality, customer
satisfaction, does the preceding research result which relates with a customer
love degree with foundation and the customer satisfaction which follows 1in
bowling funeral service quality and participation and customer love degree
grasp and have what kind of relationship in bowling market activation, help
week boil.



I. A

= = = =
B R W o
g N T o~ £ ) 4
r < cl = 5
wﬂ v O £} rG MW Woo®e
o °F o o K = pran
o= X S 70 ™ <k HoAR
e = B 5 4 & o ™ How c 4w iy
pﬁ,%mo_1ﬂ@ e ke L T
w o =z fo T TR
o ﬂa ﬂ_rm o X - _— i OT w;L
w P T R L w &
~ _E éo ﬂ E JI ‘mw ﬂa X0 ! XD i <
= B om o = T = il G o xw X N
w 5oaE T T 2 © T L Gowog ¥ ez v B
. a‘1eﬂﬂfﬂoﬂmo%ﬂ ﬁ,%@ﬂ
wmwmﬁwqmw;,q?w@ogaz
53 N M 5 b o v G = o
T ) G R e - S w4 o
F CI T = 4 E X il v r - = % 4 w2
TR w T CRC O O S B e
) . LA ]ﬁ [l - R X 3 S . o o Y
o B G |G o = o= 2 < N
X% L i SR S 5
ﬂ;ﬂq@.mo féﬂgg_gi_
@Mﬂ&g@mi;;wgw?agﬂue
7 oo om g i Booo = . T A T gl
o L HEEZ %i@@i;gi;}
o oy iy w oz o e mm o e = o I
l T %Hu%m@w }@%%n%g
S T Wk z - T T - N E g P "G
T J%@mxwﬁﬁﬁgg unwﬂ%
jl o} jo \_Iryl < o7 KR Erl _Z ‘EE ‘Dv‘._ >£ = _E g © ZT ‘Mﬂ
g NR = ® = ® © P - > Moo o =T 8
B L o= W ® T & o N ) T Y S 3
: Bk ! o 4= o T o g P T &
A -~ A} _Hu W = k= B! <2 N Ho e R
e yow gk =" x5 T g B9 o F
N % wos M I o
S . T % = TS o p =
P TR T E NS S8R b
o] &= o ) ﬂ y
G o 8 T
H == ol
~ _Z# \WM _Z#
o

, 2001).

3.

3

2
Tl

o] th(wk



2!

2!

—_—

7% glolx HA

1o e

S

1§87}t A7

al

H

ol

4

s

S

Fmd F P 47 4

ol
0
yishl
)

LN

K

ol
il

H
‘mmo
yishl
o
il
T
o

ol
=

A
i

NI
No

N
4r
o]

ar

w ol Mujse] w0

ZxM]7F o] -0 A] 7]

BAET} F A

A AU A

B

¢+

ol

gJomz AH| A BUE

A ]

s

} 312}

S

Aale] ol

=
=

o 7HH Azbelu}

s

o

7

e

Phsha o)

o]

& Brska Yot

RS

ZEAl H o, MulsE

=
=

o] W] A]

245

25 MAA A=

A H]

, 2007).

2 oloja

3.

°f

il
=

"k

=z
S

Ell_

94

F, 2008; #1771, 2004; A9, 2002; A2, 2002), AH]2

S

A
=

29 A

X

&, 2005), &

i
Al

A1, 2009; sHds, 2006;

(4
oAl AT(AA

il

)
=

NI

Ell_

ofe] dAT-Ee]

-
<

R )

Tl A=l

tH, A

S

WEoinsl neju o]t



=

& a7 BEe whA

al

Vg

FA a1, mgk o] AMEAE
N

i oFa}=

k)

)

7

[e}

]

FA a1d

=

=

)

A 5

]

e}
il

o7

oA Kt} &8

3.

= of
7} s}

shel TojaEe A3

S

B

(e

=

o

qe

A7
A=A e

EZE R R
N el et

u}l
-1

uK

NI

= &l

N

ol

T

R

3

=
=

& o3

[€)

o w3y

o v

B. 479 &3

mﬂ
o]

~
il

o] gick.

-

g A7l



C
.o
217 7HA

o}
A & A (A%

= &

[e]

ol whe

.
;O#v

™
w3

L
;O#v

L
;O#v

o
e}

gl
70

"0

il

.
;O#v

ol

o vl

0
i

o

Wf
"

4

NI

o vl

0
i



R
i

—

of
T-

‘ot

o)

ghol

el Al

L
/T

&=



o1
& el RS FAM L (needs) 9t S (wants)E SHA7IH AL oF= QI &

e,
(1
to,
=
rieh
i)
ox,
o
ol
:oé
f
5
)
o
=
>
[
o
@]
=
O
2
o
2
s
to,
e
fo
o
do
-
il
of
AN
>

7171 Y8 aotd BE FHo ¢S dA=Y. A2¥=vAE L A4 T Rorw
FEE =Y, shus 2x = AED MuUAE HH] aX =0 A0 A FSestE Ad
02 AHA =5 AAEAe A AUAE A¥ = #E5S 53] #Avsie Fok®

AT thal @, 2¥x ¥ o9 pAE AFL 2ulABA FEAAD

1
B
td
l-'>f
o
rir
td
(it
m 0
offt
o
fou
ol
o
A,
rir
My
¢
[

¥ =1} ¥ (marketing of sport)Z}



A %S WAB| A S A 2X2E o]&ste] f& ¥ ZR2RHE EE &%
o% AIHE A2¥=2E T3 vA®(marketing through sport)® T+ #Ht}h

Xz AL diAog Ay = vAY L Ax = AA oig npAY
(marketing of sport)®} ~¥ =% &3 vlA Y (marketing through sport)2= -3

F tHMullin, Hardy & Sutton, 1993).

WA A¥=9 wlA E (marketing of sport) A= WjUAHES AZgow 3
gAYy =zl Fojayzel dul ANZAELS AH|A Aoz slo] #Folu 3
S FHdhe AAdARFH Axx §Foy Ald B ZEad 54 wvstr] 913§

Hole wlY BET BBo] 2% 2¥= wAel s ARHE vAY BEES

@ttty A¥ =22 53 v Y (marketing through sport)2 ddt 7198 4H A O

oz
o
fou
>,
©
b
2
>
>,
i)
N
[
52
[N
Ll

Fa3ke] Ade) FR-EQE e BE
52 gtk mebd] Qe 2E2E FG APeR A X A, v
& 20 5 AF AFEE w98 =¥ ) Wik 2¥ 20k olv] Al &

t}

ol

HAES WEAA W FFL AT 9SS Fa B 9 Fa} ojwe

Fe Fe) wpA JlgEe] Uehba g el (438, 1999).

2. AR H34A

SAY A" HEe AR <1 >3 Lol A @ 3P| F B
Nsh ARAG A A £9, AY Hae £y 9 v
FARgoz FHEL F A8 AYAGE FYEI) AN ANBHEA, A

Pz

g, AA D AR 2P 2uARERA Fo S4RHe] Aauolop @

thooled V1% ARE Bal /1AL ARE A BEAFL AHH £



Ho
T
)

A

1o
K
<o

Nd

WA 4p s mix A

T

R

%]

-
st

<]

nh A%

™
&

ez df

=i
=5

A&, 7HA, T F,

™

Y g

oy L ovAE R A (R, 1998)

Al-A =

[

-

i
w

X0

By A"l =

[
=

3

—_
"o

™
w3

)

=)

“i

A
=

e o=}
e

s

afe] HT}

S

of i

=
=

T2

B AU LS Al

|

A4
A

24

X2
)
= X

=

]

T
R

[e]

T

R

3

d 3

4=
=

T

hws
R84

T

R

=
1 4]

k)

R

2

T

Soh mEpA olel R B wiAlE

FA whebA 3

)

o]}

o /& wlofof

]

e}
il

ol

—_
"o

=
oxX

¢+

X
el

ﬁo
&

14 o

S

el
= EA

T

R

o)

)

st A

3]
gl

|

A

Eal

]

v
g o

37 H 4 (Situation analysis)< w7

B

)
IH
olo
-

—

o
)

27

AAHEY 1) 3



A& sk}

[e]

]

1=

a. 7l A & 4 & 4
JOJ_O

7189t 919

o

Aol

o] HeF ol

=

CeE

Feb (A<, 1998).

iz

of

o
1

rze]

ofglo]feto] o

T
R

AA 19 ol A o

171 s =

S

3]
gl

‘.__HO

ol

A IMF 74 $17]

1=

Aok B} w@

oF
o)

I st

ol

Sh=A]

23!

oF
"
X

rze]

X

Iz

Ar &

[€)

j

T

R

HAl =]
B o

s

A Es oY

ur
=

7132k #1490l

1

Sl

|
&

o]

(Products)#

I

4. viAIY 4p’'s MixA =k
™

a. A

H)
jgrze]
o
=0
o)
XO

0
i

ol
ol
N

s



A @A v &

S

obf-2] HojuhA 93
A=

=

=

)

T

R

fo e 4

S

al

<)

t}

s

O
T

R},

9

ed of

o, A Ay o] FeiX7] ¢

of aulAe] Pl

A
=

il

(core product), &A%

3T

4 A

[e]

=

A

i

<)
gl

o (A4, 1998). Kotler(1991)+ ¢ ¥

R

=

—_
"o

L
+

(argumented product) 2.2 1}

A

(formal product), “71¥] 3L

o

=

=

T

R

Eg o)

<)
gl

=

2 A7) aAp v

k)

A fsn Al

st HY

2.
=

=

A HEH o AFAA H

AL

=

=

Z o) 1L
Ut WA

LS

v = —
A=

ted g =]
T

o

A4 7] (product life cycle)2tal

A2 e

=

=

sy
-

g o]

T

QA Eolgh 2m A} ¥

b AFEE A B

S

1 A
]_

24

4
3l
o

& o]
Hge AAA H

2} 7}

R

—_
"o

o (st vAE 3], 2000).



o A

HA el A

T

R

]_

S

|
=2

sk Al g

S

& A2 AR
b. 7}4 (Prices)d

HA

ol

g

Z 1] 27}

e

T
R

w3 gl gel A ¥t

)

—_
"o

=3
B
ol
B
Tk

olo
o

=

bR
™

ol

S}
=

gl Mul e

L=
T

FHUE

AAE 2A A

ofi=

g

EEE

A
T

A

o 7
o

]_

=

—

S

22}

<)
gl

.
T
1=

oltt. Z7HAI7F 9l

I vrbol

sk7] wse]

[e=]
=

A
e

2
A
=

X

S

11

o A4

|
&

2]

1

T,
H

!

k)

FAgk 2¥x oke] Aol

o ¢

kA @tt. 5

[}
Zlolt}, wgk Parkhouse(1996)+ 7142 X~

o] =g
PR PR

2.
=



oo T T ox
L2 E w_%u < rwﬁ M o % % B o
do = = o oo B 3 .
3 - oE - < AL zt i
i W o Mook ) —_ Nd X
MooHe ol W e ERC S 3
o - mm GO IR j ;
. S oo N o e & TR
wo T e & o m B % T o 7
o SR - ISy a 2 al
T o o YW o T iy I S
I T = 9 =3 o 1% T o=
w TOXN Toor CIOSCC IS : T
1__/l i w_t g 1__/l H/F 5 Ot o —_ ﬂﬁ
O S Ko o ° o X z 5 )
T o % b M I - N = N 2
ECY L:m {F iz o B M P g s % -
< E i il t = S N o) AL
r- U ol oy Ww v wﬂ x 9 Mm Wc i e
ofu ou X o = Wﬂ = = L " = ok w__,#Mo
b F o= o G ay _nW a N o o)) CE I
O T TR g ®
o = — 0l I R = = kB % & oW
~ N o X S X ow Y g T on
ﬂﬂﬂﬂ_xﬁ,%iﬁﬂal 7
o) o ol o z >
e T op Tow OHE w EoR % : 2 Wm :
i&mwwcﬂoﬂwww%@M 1
T T oo ¥ 3 B ; o
& e ok = > Mm 2] S Wﬂ MM iy o MM %
e o bk BT g =k oo EF - -
e LOL d| _!L 7A M,h N Wi < o N AT ﬁ
fo I N w oo N
.M e N N S > 2T © %X
e o= Uow ok ow A O pas N o 0
R R T oL E 4 o B8 X < U ow g
g o o 8 ° i T o W3R : i
COlE = = 5 o £ om = A W =
- £ T W T @ KX O oW ;o ~ N E R
SO o Coa ol o W N ~ e
@O W o ° 7 T oy W W XX w Lo ;
= o= B x Y = Vo TN 5 ®
N N % s T om CHLA
~  oF

@ 7% 44

Sh7] ol v



3

53}

2.
=

o] 744
o] AFEIFA7F =]

e
L ABZEE 7] ool v

8

3T

H} 2]
=

o] A

3T

™

T
R

[e]

o]

i

<)
gl

o 7 A

] 7}

6]

-

ol
[ui

(il
3

o
1
0

X

e

ol

ol

ol
el

she

A&

w3

No

v A A

).

AO

3} w7

ol
Ao
T

).

—_
"o

=
i

o

"k

I 7r4e A

k)

of i

o} g A}

o

&

—_
"o

o ey Vs g2 A4

=
RLE

c. 5 (Places)d =F
o}

[e]

=

A

I BRI EA)

"k

x|
B



A
=

At wEA A

w
)
o
il

4

w
31

"o
_rO

ol

)

2 AFoly MulAE AMAREH HF4H|

X0

ol

;on_

ol
N

1

s, o

A

Aol el FEHR

=

X

2 o] TH(A A 2, 1998),
ol meAl 2

o]
=

Ak A\ s Aol

23!

/\] pS|

T
R

o)

)

o] ¥t}(Ma Carthy, 1975).

1 oF

k)

Mullin(1983)2 119

j

3F
-

1

<)
gl

2REH 47 Aol )

ol

Bl
fuy
ol
)
Nfo
o)
o

Nlo

)

o
‘.__HO

—r

0

)
i

K

ol

doF @},

-
[

3 Hgol 7}

ol
B
4r
<

EA, AUl Sdo] A FRFA

o
‘.__HO
)

o

N
23!
<
x

4

= wv-AH

X

Colm A



= Al

A, A2l AAZA o]

Aol o) 2EA=

A=

ol

3

x|
B

3|
«

Ho}

of

)
B

ol
£

ol
Hip

Ho

|

o

2 nr o

25 @5doezA vAEH

‘.__HO

"k

—_
"o

17178 oA s ofd Al =AA e su At A

S

A

=
—_
"o

I

—_
"o

SRR

o]

ojul ele i FHv A

b o] 7h o)

e

o]

AL

T
R

oloj XA =

d. A (Promotions)#

o
o
oF

=

™

ol

K
=
)
N

Ho
il
)

"o

A
B

ol

AT oA el o)

s

T8

B

"k

1
0

X

olo
T

o}
&+
=
o
=

;on_

"k



Kotler(1991)+= &% &5-& Wl 7k WF2 &R, FaFd 93] 4%
=AU A2 AbEE FekA] &l FAe W o AASHE B il(advertising) 9
Fo FHlE AFEr] AT @Al U 2 A5 ZAA e EZ(sales

promotion), FiF7F UI7FE A ESkA] & AEFe| dig) WAV Fo)Fdel £

0l
ol
a3
2

i,
[¢]

i
=%
O,
=
R
ofk
o,
o

A=5hE SH(publicity), &lE EH o= Alg

ol A4 nA} v} 52 AAlets 2 Al (personal selling)7F 13

oth, ~¥zE BE Ry AT, 2¥x A4 ¥ AwAE Add 4o 7
s gtk ST ddlE 25% waRe Adel 7199 ol aue Fres Aol

85 v F9e) Adel ZA URHR Yo (FRE 9, 1999), EBF ¥

f
K
[N
il
o
v
o
>
=,

[
Hﬂ
>
2
rieh
_Hl
3o
rir
>,
ek
=2,
>
o,
o2,

A Age] Ay g
o] e olof F}.

£ m wAR ARUACdelR e AFE AuAE AuAEe] o)
drus fud mdow dY AFo Aol daA 4uAE dges Aus

A-gstAv A5stE e vHAE =2 dAE LAY, 1998). ol 7 v ®
5

£ gmFsl A ofelte], AF L Ausg drlE W§L ABFUA

]_

Y

FAAT= doltt

off
=

HAZS 58] WARES 1A
@ A" =£2] (salespromotion)

AE e A2 U BEE £2047)7) 9% @) He]n AFHe Fakelny.



3 AAE o= A B

3

st7] ¢

=
T

=

T

R

oA E ¥, wA -

L
™

=

A 3tH) (personalselling)

H (publicrelation)
2P0 7 BHE (publicity)

]

1

o

[<]
e}

©)
71 ot A
@

i

<)
gl

C R v o N =L
R I A S~ S G-
= - & - - K = = ow X
=B o oo N oF 4 Lom
B ol Wo  x N = =r
oA B W R R RT g
Foa T W o o 22 .
B— oo — B T T W
TR B L F koD w w
1o I o fi%s} J_,m
o] — -y — oo ﬁl
5 o FHOE oy o
TG I = o © o=
T T T R A M
O oW wOW o)
"o AE - i} 1_7A| m;A \JM ﬂU N ,.#
B K o 3 L. ®° Ao .
—_ = 3 o iy
= EE = - o5 ~ eN = gl
= 5 N = o= X o o
moxs R F SR C T
R TR B W MR
- X ° -
R R S R A ¥
Tk oo, o X Eox o o)
= CAOC T i RRS
s LeloN o Z.t m;A ZTV 1
= nwm i go «“ mﬂ I ORI Hoow
= ® % R R .
< o T ow N T W % S w
T o ° ™ TR = A T
G ST D I A ¢
= . N g = W T o o =
T o o® P o= o Oom WX H
1 . —~ s p— _ o = L3 N dﬂ
0 o 1o 1 Hﬂ.! =8 ‘_.ﬂulL I o0 el Z-rl
w;L mﬁ vi Ld "o ‘Iﬂ ﬁi by ]rL Z_.rl
O T S 5w 2 £
@ . T = g ©° = =r R
T TSI T L A A A X T
—_ frece) 3 vl ) ‘m.A — vl N
—~ = =~ o — X f _~ = X i
3 N .= 0 o M [ W o M- 1
¥ < 3 % ° ¥ T ~ o) : .
B2 N~ W T N T N o W M —

SAE Ades @vel u



o Aoz F7HA S

==
=

T

hws
R84

B Qrh(E A S, 2002). 17
b . v]‘?1

Ay
el B B R
w2 5 o o = B —
R T oo < H X
CRRURE S o G A X
Y ~ ) ) s ] aha = iy o el T
S - ) EoRON g ) T X o T
i) ol ™ M o= %L O %0 X ) = o T M]M %._- % e m
J : " X o5 ~ = 2
5 Powow g GG = T ow PR R T
(38 LB E I~ = N X &kl ] oo
e 7 rw < 2 I S }1_%915
AT wmo T T Nt R I
= nm - [ m_v.o o = To = CI— i 4 = ﬁr e e N
N S . X 5 WA N o ol ol 9 i~ = H o= T do =
2 Hog B " B v = W _ = o N
z S EE = w T i I - A
g ¥ s v T ow = oy 3. oo Wooop W W oo P
S Ec I Rirs A AL
S o ® ) o o B o o w B o ) A
> o ERa R & T e 5 o= T o g
w B _ < Mooy R i oo o = Nro o
o M_ 5 N 1o = 1 ﬂ_OF ™~ 70 \WI ) Jl 1 ‘UI z..:: ‘lyl H
0o ® B o T riJ = o o) W o e Uy T
5 © v R m & &R Y om T E goM o b
T o 2= ow B now D NI NG o2 w5
"o ﬂ_OF | ol o 1 10 _ UL N firil i) I ~ < o
o E 4 R o= .0 N N L ] °
T H s i n '] oy Al o e = 0 — ok B =
— wp o - ~d ol © | B = 9 21 ny 7o KX 5 d A o
R o+ B gz R g F F om M9 = T oy 3
B NS NE ™ Mmo o DG ! = =3 o = T b = N =
L I T A r W I % F
o Moo =) R R 5OF % v o= 5 5 X
~ ~ = ~ ‘wl i oy — ;OE —_ o _ ‘%ﬂ ~o fe) wwﬁ ‘Aluﬂ LOLN X
= % 5 o0 5 © LY TR 2T K LU S
i Lﬂw S Y T 7o BOX T gy F oA g Wr T
= — X o iy i
o & woR o s %o = MM 5 e wwm MrN o R %0 M
= = R L~ - o= I S S K &0 ~ g
ol ks w N T %:_u o) ) ) r u g R ‘;b ) =, Neoom R
Ty R o2 e 2R T CE R <= e
o < = w & ® T o w Moo e - S S SR X0
AR R R R o = s oo o= T N
B A Ty r ERAEE = ¥ ¥ 5 E
,ﬁ ﬂ_OF < N N - o o Exﬁ ~ OE o N
R B T WO T o =% dlo
TR KW T W A <
TR B R w W
OGS

- 18 —



A

LS.

e
T

T
N
=

T

r

ol

HAr}. Anderson(1973)

ol

A =, AL

S

A ==

'ESE ]

9o
o=

3

P Ee B2

S

|
&

59 A}

27

T
R

PEoF

|
&

2.
=

U ARE Ao} BB

(Day & Landon, 1977).

~
B0
o
A
g
ﬂyl
T
o}
NI

ul
=T

™

Ko

Folu A

A Al

9

=
.

o 322]

A=

A

A wan Zaell wel e ZhA] dake o] vEh

2.
=

7, AT AR e 7

g

ko3
T

T, 7

olejel 2t}

oAl B = )

T
R

= A HOliver, 1980).

S}
=



)=l
=

2) A~ e

il
=
A

o)
B

‘ﬂw.ﬂo

)=
f

o}

27} 44 ugE

E3F loyalty @]

Abele] diWe e AfuAlH RN,

—
=

A

T
R

(4) - (word-of-mouth): ©]

ol

K
)

"o

XA

X

ol
B
el

3 %% (complaint behavior):

B3

5)

A
__i

3

I

)

e

4

1

NH

94

olo

, 7

a4t

&9

v

A He ol

Hgo=zxn o

g}
2}

T =
=

A T e ol

T
R

LEIEE"

e

s

U THGriffin, 1996). H=3F Aol i

BN
T

—
=

L =
=

-
<

‘ﬂw.ﬂo

ol

ol

A EGT ags) wEe] suAe

°l&

X

T
R

T3, 198R). Peters(1988)

1 ¥

WS wHi= o

o]
—_



¥

T3, Howard(1992)¢} Davis(1994)= 2=

S

Fria

o WgL f

/\o]-

Bt} 5H) o]

—_
"o

o §HBY FHol

g

Z

=
T

sl 7]

@)
i

nr}

T3y Wetbrook}

ATt

S

ol

4 gol aulg W

o
T

Michael(1983)

4

A H = e

S

R

of vg sido

==
=

Ell_

al

AH) 2}

s

AFoly Mulas o)

A3

;00

o

HOJ AL H[ARESE S| ARe] B

g o]

uje] k) 7hs

H] 2} o]

o )

=
=

oh(Z ), 1999). 12]3 |z}

T
R

)

11
;00

7o

o}

o F o

w3

o )

X

HA deksfo] vk, wheb A

S

e et WA

el

A7 AA & A

h
i

3

e Do Aot AE, 2000).

B

K
)

—_
"o
B
A

==
=)

ol QoM 7

B
=

o A
19 7]

)

= U RE

Ea A

T
R

Howard(1992)¢} Davis(1994)

A e s

[e]
T

AE )

Z

=
T

of

o

ol

B

o

—_
"o

e

e

ol

. A 3

R

A ebg

!

=

o



L ETOEX
> R
¢ w2 pi ¢ T
o Onm M wﬂ ;o 0 S OE e
S g T Wy 2K N P R
= T I ) T ® o yoE T Mo
o 9 G e g N we o E% = X do W o
R BN B T = o W T o T
= 5 7 — = AN P =
- gox e 2 e A g o w T E T
H.ru o ™ H ol — ! e = o o} ° \_lryl ™ 4 el .
ESE T 9 © &) T N2 5 ol B G ol N
T TG W HoOR LR ofp A
5> B X oN T g W © B R A
B R X L S g . " = = o= 0
‘u| E 7E Jl o] i ‘ml‘._ OM o w;L 17 ‘L§| H S 0 X -
b 1 o o T 0 I > T o o @R = 1 X
i T LI il s T & T R cl T <
i = 5 < iy =~ W T = ¢ o B e =0 N
K - X gy AR 0 I oo
R - pons PR I S
o < B = i N e W 0 w5 T
Afﬁhmﬁiﬁﬂ ﬂa%ﬂoﬂ1 0o N v oo
e T < L8 Touw G B = B
tzrz=3 ST < . 32X
< oz B = _* X3 wo= TN iy X om
B S o2 2 g g T 52 2 woE
— all X = O~ Bijs ) hy ol
X o .5 ¥ N X
ST kg @imj;%f; -z
s oF op 409 e o x w oo om YR x =8 o P
m ~ my JHI o Mw 4 3 ok KA = * B u_MT s T =l ol Wﬁ
Gl S S o o = W oo X A o W P v F
Joooodd — 7 1 TG U " o) B o I e 0
doomWow o o N T T T T s v T o= R b
N s UK - 1H eyl N _ Al do o Gl =y
O_ . u] _ZT Of = = — s 0 W:.D ‘U|
Jn = o R __mm T l T SR o ol ol N = o %
Mw.w o % AR .WE ™ ‘MW T o _‘@l qT T 4r Wm 1_,m‘|u o T =y ARG N
O 9 ol U o AL S
U uCN . = T T = T % = % o 3 mL o
N - % W mﬂ T 7 5 mm Ay
% T T o w = = 0
i = i) \WWM = m NI m_l S S
M do _%' R Mn wwm oy
W <M
Broor

%0] O%qu
- 22 —

17

3

o <

e
R

717

AL
&



Sl

AA 47}

3 A

3

T

R

F
e

i

]

T

R

= o

o AR, P o

A=

| &

&

AR | wol &

i

<)
gl

A ZA o]

ol itk =4, wavvelet

o] A
Z|

1

SRS

3

N AE BAEr} wolxm P o
TR AFYACI ] shtel

Tufel o

2

Bl

d

Az dieel Asd 494 ArvAls

A=e)
%Et

A, A}

of welA suAe] Fejeal A4 w

g4 AFUA L



A. Q%

B ATE GEAASE CRY ABA% FB Belo] Fol

2847 FH42HE ew dAyE A

o
¢
lo
£
rO
-
fu)
o
N

2 <3 1> AAsESE T

<E 1> ARSI s 54 1

29l &= 1<l %
kR 258 476
R
o] 7} 284 52.4
294 o] 5} 90 166
30-394] 206 380
A=
40-494 166 306
5041 0] 80 148
i = 88 162
ARz 62 114
R
0= 312 576
fedE 80 14.8
2005+l o] 3} 124 22.9
200-3007+- 147 271
9
300-4007+- 153 28.2
4005+l 0] 4 118 21.8




2> AFUYFAES] ATA

<3

-

;OO

—

o

177

17.7

96
4
168
105
119
542

217

10.0

58.7

31.0

o
=

78.0

19.3

i
S

rze]

X

100.0

22.0

100

100

Total

A

Jﬁmo

N

1) A&A9 74

NI

A E A=A

’

) Hied, o

, A

o]
H

ATH<E 3>

3> AEAY Fo FAHUWE

744

<3

-
;OO
alg

TN E

-
st

24

20

|
&

AR, %A, A5

1
NI

ul
=T

=

IH
o

=

=

54




2) ﬂ]—ﬂ]‘%l_ﬂ"}:;‘(‘g}: g?‘}xl _‘_F/\é

el A" AdEs wdd HAEA= £2408H2005), HEF(2003), AHulw

TAE AT AR A SHE ¥ 54 Likert¥ 2 -2 ® A (15

58 Fojo] wE v A2 7 sH2008), 785 (2007), HHE(2007), S

A, Asder pREger ¥ 0rdon pAYUY. 14 BEEe &g

]
Ir

e 53 Likert¥ &= ‘w282 Frb(13D)elA ‘¢ 28 ohGH) 22 48
t}



S OAFAGHARDFH w2 "HG3) 9] 5% Likert¥ =2 A% At

BK

g

B9

|

=3
0
yishl

)

:IL

0

el

%

=

339

7N

I Zr} Kaiser-Meyer-Olkin

HEW o
BAZ22 %

AF
=

A2

R

o

/\o]-

Measure of Sampling Adequacy

Bartlett Test of

UER =

5= O
g5

gAE 7

Aoz e

582.378=% B -9

Sphericity

gom HYFFES p<000eE B QolR



&

M

ikl

i

Al

A2

A4

A3

Ab

182

Ab

159

AT

703

A8

646

A9

625

All

592

Al0

634

Al2

621

Al3

D67

Alb

543

Al6

15

Al4

674

Al8

627

Al7

589

Al9

D72

A20

649

AZ2

623

A21

D591

AZ3

564

A24

549
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