creative
commons

C O M O N § D

Ol2XtE= otele =2E 2= R0l 8ot 7S

o Ol == SH, HHE, 85, Al SH L 58 = U
o OIXH MAEESE HdE = UsLICH
Ol HHES del SR 0|8 = AsU T

MNETEAl Fots BHEHNE HEAIGHHOF SLICH

o 7lot=, Ol M& =2 MOISO0ILE HHEZ2l H<, 0l A =0l HE= 0125
S Bt LIEHLHO10F B LICH
o MNAEAXNZRE EE2 3IIE &2 0lE ZHE2 HEL X ZSLICH

AEAYH OHE 0I8XA2 dele f12 W20l 26t gets 2 X ZSLICH

01X 2 0l Ed = 772 (Legal Code)S OloiotIl &Ml kst 23 LI CY.

Disclaimer |:|._'|

Collection



http://creativecommons.org/licenses/by/2.0/kr/legalcode
http://creativecommons.org/licenses/by/2.0/kr/

[ UCI ]1804: 24011- 200000263974

2013 84

WPAFS 9l B



A Study on the Effects of CRM
on Service Quality, Trust, and Customer Royalty
in Dance Sports Clubs

2013 84 23¢



A
"HO

-
E
1

4

T

2013

lo

A % o 3

ﬁo

+



N

064

20134



(ABSTRACT>
L A B 1
1, AT TQAT cerversrrmsusemsnsssississtsissississississssssssisssssssssisssssssssasssssssssssassssssoses 1
0, ATEL] BA] sriconmunicssiansunisiisiiss oot it tassessiossasnsssass s ssun st sssnssseassies 5
3. STEE] T B] covorinsninnionnioncuseisisusssan s st ssse s s assedssous s ua s s as s s s st s 6
4, GATEL] FHA  corersunssrsssrissnasssisssstsseassiostassrasscssiossosnsssssssasssostussassrsssssnassessnies 7
5. O] O] HT] srerrrressereessss s 11
B, TEE] A TEA cooreoresrscsissunisssiisssssniusseassississsussrsssssussssasassssnsessisssssssasssassass 192
IR I - S 13
1. CRIVL eeeeesessssesesesistesssses et ittt s bs bbbt bbb bbbt b e bbb 13
1) CRME] T L] crerseminssissiinssissnssissosnssssssssissssmssssismssssssssssssssssssssssssssssess 13
2) CRMY EA @ ZJHIFE T} reerrerrerreemsersseresriesiseseeerse s rsesssesissesnes 15
3) CRME] A BJQITL coornnninnississintissimsississisissimssissimssssissimsssssisssssssssmssses 17
0. AJHJAZEE covcoricessuscssecssivsstussessiosmasssassesssssssssssassssssssossssssasssosssessassssssssssesssoes 21
1) AH]AZAG] U] ceorvrormonmmsaniismsisssisssionmisstssiessiossssnsessaassisssssssssassss 21
2) AH]AZE Y] BEA] crnenniimiimiissmiisnss s 24
3) AH]AZ RG] HE ittt st sassissessss 26
4) AH] 22T O] 227 corrvvvvnssenessisssssss s s 30
3. Al T rreormeeriesninsnissnsssisinsn st s st st sus s an s s ar s bbb b0 31
1) ALZ] O] FRL corvreemeamsiessecsssassssnisssssssssssasseassussssssassasssasssassassasssssssossassasess 31
2) AT EA T g A e 34
3) ALE| 0] FFEE A BT T covvrrmreessssesssssiss s 36



-39

b
uzel
_&o
~

B!

39
40

puze)

il

o
b

n_mo
Ao
=
£l

43

43

44
45

1

O

Alr

45

46

49

ol

ol

52
o4
o6
o7

o8

5. ZFE A E] L A T H e s

62

- 62

o

63
65

ﬁo

ﬁo

o

0

oy

3ol

o

68

71

A

- 71

()

Hio

1. CRM3¥} AMH] 2~

i



72

2. CRM¥}

73

- 74

- 75

- 7T

3

BK

)

e

78

80

- 95

o

ot

iii



M
2|

17

A2l tAl 7FA] CRM QHS A i

19

2>

-
e

<

25

27

4>

(3£

29

AMH|=FEA ] 107HA4] 774

oy

(3R

30

Nul=EA o) 5744 4

6>

(3R

43

46

48

48

49

49

50

ol

53

09

56

o7

18

-
It

<

63

19

-
It

<

65

66

21>

-
st

<

67

227

-
st

<

68

23>

-
st

<

,iV,



M
il

16

CRMQ] §37+

2>

(19

18

7_-” }\C—)]jq,

)
~

ARE Aok oL

e

3

(19

28

44

52

o4

7

(19

o6

o7

- 62

0

m

=
)

9]

AT E

1y 10»

64

761;74]4:

15
9]

€]

SRR

g 1D

67

761;74]4:

€]

e
TR

s 12



ABSTRACT

A Study on the Effects of CRM
on Service Quality, Trust, and Customer Royalty

in Dance Sports Clubs

Na, Soo —Kyeong
Advisor: Prof. Jung, Myeong—Soo. Ph.D
Department of Physical Education

Graduate School of Chosun University.

The purpose of this study 1is to establish and confirm the
structural relationship model that service quality and trust in
facilities and operators enhances customer royalty through
dance sports club's CRM(customer relationship management).

To achieve this purpose, this study was intended to grasp
structurally the effects of CRM and intervening variables
(service quality and trust) on customer royalty on the assumption
that the perception of service quality and customer trust by
dance sports club's CRM establishes customer royalty.

272 customers in commercial dance sports clubs in Gwangju
and Jeonnam served as the subjects. A questionnaire survey
was conducted wusing convenience sampling and frequency,
exploratory  factor analysis, reliability analysis, correlation
analysis, confirmatory factor analysis and structural equation

model were performed using SPSS 18.0 and AMOS.
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As shown in the results of this study through research
methods and data processing described above, since customer
service 1s increasingly important, dance sports clubs established
the theory of the relationship between service quality and trust
and customer royalty in the interface between a service provider
and a customer by continuous CRM rather than disposable one.
Finally the following results were obtained.

First, for the effect of dance sports club's CRM on service
quality, CRM had a positive(+) effect on all service quality
factors of tangibility, reliability, responsiveness, assurance, and
empathy. It accorded with the result that CRM in several
industry fields had a positive effect on service quality. It proves
that the direct establishment of relationship with customers and
subdivided relationship marketing contributed to customers'
higher perception of dance sports club's service quality.

Second, for the effect of dance sports club's CRM on customer
royalty, a test of direct effect was low but correlation between
two variables was very high.

Third, for the effect of CRM on trust, CRM acted as an important
antecedent variable in establishing customer trust.

Fourth, dance sports club's service quality(tangibility, responsiveness,
reliability, assurance, and empathy) acted as an intervening
variable to enhance customer royalty by CRM. Considering
customers' various needs today, it proves that it is very important
to enhance service quality generally to keep customers through

revisit which identifies customer royalty.
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Fifth, trust in dance sport club's facilities and operators acted
as an important antecedent variable to enhance customer
royalty. It suggests that customer reliability is an important
variable and efforts should be made to ensure a positive image
of dance sports clubs and establish strong trust.

Therefore, strategies to ensure smooth operation and
competitiveness of dance sports clubs are as follows.

First, an active marketing strategy through individualized
management  of members(providing information, managing complaints,
telephone etiquette, and conversation) maximizes dance sports
club's service quality.

Second, as customers establish higher trust through individualized
management, their royalty becomes higher.

Finally, sports dance clubs should make various efforts in
relationship marketing to maintain continuous relationship with
customers for customers for life beyond customer satisfaction and
customer surprise. The CRM efforts will show a new milestone

to dance sports club's management.

- viil -
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2) CRM(2A#A#2: Customer Relationship Management)

CRME WolAsl Aulzs A7 3 G5 avsle] 54 A
R A7AR] AAB/AE wAsH] fske] Aol YdE Bk Aot
(Kohli, Piontek, Ellington, VanOsdol, Shepard, & Brazel, 2002).
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3) Au]|2E A (Service Quality)

B Ao A= Parasuraman, Zeithaml & Berry(1988)9] AdkA - A
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Aol 93t QQBAS E3] 53 A (tangibility), A1 A (reliability), $9A4
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1. CRM

1) CRM9 A9

CRM(Customer Relationship Management
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(Anderson Consulting, 1999) CRMo]&t A3} o] A&
THHoR Ao AKKow ol Sle uAIe] BAE
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3= 744 A Jd o]t (Boulding, Staelin, Kalra, & Zeihtaml, 1993).

Mulse] §545 Bt e sjle] Awd B 2o g

7] v A 8 & 3] (AMA: American Marketing Association, 2013)
fojgojedslo A= AulAg g Y8 ATEHAY AFHHE Fkste] Al
ToE P, "o, ada wEF'ow Ao tH http://www.marketpower.com).

T Au) g GolAblel BHEWIALE vhS cheFsta e @ W ohle

rob
_EL
=)
Al

Gronroos(1984)E AMH|2=EFAS ‘ol X zZtgl AMu|x=e9l 7]tk AfH]
2o Hlwg 7y Ax” o geojetar, MHlAFALS A T, 7=, T
t(Perception) @} AJH] 2ot
3k 7] th(Expectation) 24 2% o] Azte Mu]|AEd 2 Hod
Mul=E Fufsly] s s dHe RS AAMOF shar, AR AH A
Aol mAsi W wi7kx= A A GA(pre—process phase), AH] 2
3 @A (in—process), AJH| A (post—process phase) WA= Y=
ATHAZZ, 2004).
Parasuraman, Zeithaml & Berry(1988)% 159¢] 7§ 29 (gap model)°l
A AREE Mu| A o] oA JrbrE o] AR 7o) AAd ) e v
WE o £ o3k @S E3 vAl7HAl AR 73 A (tangibility),

A1# A (reliability), -=9Ad(responsibility), &414(assurance), 374 (empathy)

N

A

N
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o
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+
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o=z UFdy S AMuaFAE A7 AH] 25 (perceived  service
quality) & 7ld o= QI etar, AH[A7F MBlAs 7[do] Algste{of gt}
(should offer)al =7]¥= Au|A(Z1d) <}t A8|R7F 7199 48] <34 (process)
2 AA] (outcome) ol sl Azt A3 X](perceived performance)®] x}o]
2hal AEA A

2) MU aEDY B4

>
i

J o AL ZWA] EALS nletE ] i) ATA
A7 Ad F4, RAEFAY AFAEE, 71t A7) v F Al 7HA ¢
A HAA =, AR o ARstd vkt k(o] 2010 A4S,

= s
A, Awd FAT Q4" FARN B A7saze Aud ¥

Au=E R 5

J|m

2l
(objective quality)®} 3% %2 (perception quality)?] *}ol& Zzste] ¢k
t}. Holbrook, M. B. & Corfman, K. P.(1985)2 7|Al4 %4 (mechanistic
quality)®} <17+4 %4 (humanistic quality)S JFHE3(E=H, 71414 E=H&
Aoy b el AH (A A1 37l A H}E}E% As 9 ]5‘}@ ole} wk
= QA FAL2 AAl] digk AbgtEe] FaA ()l vk Els

=
=4, HgFEs AaFEEA AHaFdds 7] =]
5

e

7@

i

2oy l-tl
~|

o
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-

)

F)o] tt. A3}EA (outcome quality)< Il 7]
o] Mo Ao AHoR H(What)S W=pE YeRHTE o= AH]
oF A3 Artapgolyy Ful xR} Ful o] A s zFgo] Btk F 317l A
1 o

-,
rlr
(DA .

e

AR, 71det kel vlazA ditd oz MH|AFA-L2 7]t (expectation)
o} Hﬁr(performance)ﬂ Hlulo] ejste] AAevar apalvk. AnjakEe] <
AgE B A2EE S 7Yool AlEetoof Al 7= AH|AES] ek A
HI 25 Alggh 71949 At dig AvaE9] Q14& Hlast=dA o=
Aoty 28 B g AMH|27|tel AH|2 gl Abolo] Qle EdA Y] AHwel W
Folgtal £ 4 Q.
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(F 3 AnxEFde 54

3 & o Au2EFH e EA4
s AH] 229 S e AN Sl oidt Anjxe] dd
Zeithaml - AB/A Fdolv AAA A HEHe T34 id
& - A4 7§ (higher level abstraction)
Bitner(1998) - v R}e] 3] E i (evoked set) oA o] o]z = A Eo
gk vz Fek
AU AES FHolgtE NdE ol&ekA &R, dAES F
Hotbrook Aoleh: NI e ol &
- 71A1A #4 (Mechanistic quality)¥® 2172 %4 (Humanistic

Corfman(1985)

. i=
CarinBY - ga pan A 244 42 Puel 29
was Aza w1 A% A
Ml ze) A opde Aol e Bt

Parasuraman et al.(1990)2 AH|A=FAL2 7|gje} Ao Hlnlo|w A
Hl 2] 7k Aant ofyel Aujs Al o Hrto A o] Foxitt
stlow, MH| 2= Ay T oA UH—OF Fo A8 B E a6 Ha
R SE o Bl ) o 7 A= R s Hl 2ot §H7] Mu| 29 Ay 7}

A
g, 538 Az Algaker a7 3R] 4 EZ}%O] ZA ot Qo] FoAH
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SR £29 2 3 e
Ned F4 71A T A ) 2vRel Au|s AlEAt
(Technical quality) 7r 9] oA A3 GA == Z(What)
Gronroos(1984)
715A F4 71E4 Fdo] o9 (How) =S 7ol o
(Functional quality) 3+ A
=24 4 JqH] 0] B =
(Physical quality) Tlese] 22 =4
RS 19} ollxis}
7 n Ak
& (Corporate quality) =
Lehtinen(1982) ) 5 g4 24 A el el ek 9] AEE
(Interactive quality) 4] H|Z2E+= #2
4 3 Azt AFEHE B 2L Bokehe
. (Process quality) 4
Lehtinen(1985)
S 54 Auzot 298 F 2t Bk E
(Output quality)
A g AT A1EH Agdeln Auzel g A
(Instrumental W~ A BA wE 7%H A
Swan performance)
& - AFERDS WAE A9 Agd +885 %
TE A Q= _
comb(1976) e e st AMujzoE FejR-deia s AE S
(Expressive Al A BH F A Avs 719l
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wae =9 Lehtingn and Gronroos Parasuraman et al.
(Dimension of quality) Lehtinen (1984) (1985)
(1982)

AFE o] A= A =24 #4 7e=x A A7 EF4
WHAT (Physical Quality) (Techrical Quality) (Outcome Quality)

M3=Es By 4EHEN B3 Isx B2 LEN 23
HOW (Interactive Quality) (Functional Quali) (Process Quality)

X2= HHIAZE (Perceived Service Quality)

A5 Swartz, Teresa & Stephen (1989) “Consumer and Provider Extensions and
Experiences in evaluating professional service quality,” Journal of the Academy of
Service, Vol. 17, No. 2, pp. 189-195

a” 4 Az Aujagde] e 2 ol

!
Ads s HFolm |27 DA off, AA|, oAEA, o)A, A
Aol dgk et} o]of sl Gronroos(1984)% 7154 (Process
PZB(1985)+= I}A (Process)® 4, Lehtinen & Lehtinen(1982)<
& #8-F (Interactive) F & olgtal sIATHH A, 4715, 1999).
AMulz JFI BARle] Mu|=FE Hk o] &Y e ¥EH Vs
stal o] '"Mu|aEd AR adl'ew A3 vh5 SERVQUAL X
SolA AMuj= B4 gk Ve H RS Ao 2 SAste] 7eh Ao
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$HA A% AuAE AL 1AL £E o
Fa4  FPAe AY 98, W NHPS LAY T A2
B4 AL aAGA AT W, AR Fo

A5 EA: PZB(1991)

4) Mu|=Fde 54
AuzFde nAge] F4% A4F W U] Ao A2
et GAH 54E A =

8l Y ATELE

ot 5 2EHAE &
v}, Aqu) 29 7 —%7ke] zpol= ¥3FE= SERVQUAL =AW o] o1&
weto), o 5ol FAIFEC] AV|HL Ut
SERVQUAL+= PZBell 9]ste] AlGH o=z 4 [l PZB(1991)+= o

2]
AN AEa7Idel digk SEAEY 2AMASRE VWre R SERVQUAL
& Aldssith. 4 SERVQUAL2 d#e] SERVQUALI= AFolo] 9l
(aFx14d, 1999).

AR, 71 e] FHe] wEA FQ8 eyt sk Aol olE AF]EA ]
M 2EAS g Uyos S4T = Qv o EA9 dEEg A,
71t tialel] Aauhs o] &3] AH|=AEAS FAT F
(Cronin & Taylor, 1992).
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A7) SERVPERF X&o] SERVQUAL R&ol| Hla] ¢=slttar A¢tatel
Ak, WrEA] - sttialeE @ 4 gl ‘A SERVQUALC fste] 3
AmE A¥aFd $A49 57 AdS SHESE, 18 Jhy A s
As FTEHUFR FALAS AAS A R glel 57 7oA BT
0.57 oo w yeht ¢stthar AP &kl

iﬂJH 2y} AnjaEdel ek Aol A B SERVPERF X3 o] SERVQUAL
vl ¢low SERVQUAL 23S ¢#iviet
o] gt FHE YT o]FED
(1997) 19 AFollA An[2=FA Frtel] 71271 He $49 &=
Qatthal ZxsGith 5 (1996)2 AR Au|=Fde] Ao
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o] Aol =& AL oustt}(Lewis & Weigert, 1985; Reynolds, 1997).
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“ s 1He] A7 229 daet A =
I el Qo] v a3 LT Folt

AFe] gigk MESs g2 dHozE AFet 93 e 24E WA A
ol Aol Al slE 7hshAl k& Aol 5 (Gambetta, 1988), =
Fito] ARl Al EZ s FA @ = Holgk= 7| (Mayer, Davis, &
Schoorman, 1995)%5 0% AHstar rl. T3 Podsakoff, MacKenzie,
Moorman, & Fetter(1990)% “gAtel oigk ®go= AHolsta lomn,
Scott(1980)= £AM Ho& olF= o= A= &3t

Aol g g2 o9 Wl 7HA HEFE TS

AR, DgslA Aol el oEst
& Zaltman, 1993),

=4, wgo] A= e ool dia] vE dite] dasiva W A,

A, 7ol
°o 2 1438k= Z(Dwyer, Schurr, & Oh, 1987).

A, Aoie] oluf ool ®Swbstal A dACl dojA A A
gk Zle gig Dol th(Schurr & Ozanne, 1985).

olgfgh Aol gt WMo I A o] tE el g
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AF = Al A alA" A 283 942 223 kumar, 1996). L3 AlE|=

A doolEs dam sk B AREA Adgeld 7149 54 2t 3l
= /Bdolth(Zaltman & Mooorman, 1998). Berry & Parasuraman(1991)
= AuamA" o AAFHS fellds A=R7F Hed, 1 of= A
= AgHom Mul2E A 2] doll 1Ae FuisioF sty] wEolgkal
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ASlae AfdE Au 3 A £ 24 GAn BN o9
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A= EH?’?} @9]% E]r‘%}??}ﬂ], Mooorman et al.(1993)&= Al=& ‘gials 2ka
g w3t BEYE oFEstes R EA A 9o, Doney & Cannon
(1997)2 mi=pe} wbufapote] wghgapzie] whgt Ak dd =, usgh
GARARS] "oy AuEXlEs Ue T As IUE
of wedo] FWeR BAL 2 FEOL FraTE ool
of v g},

dntzow AEe A A " A4 48 ARE FEY
(Dwyer et al. 1987). Morgan & Hunt(1994)% ‘w3 stEV ] 4247}
A oA Ao AzZFow AlFE Astdnt. o] F A Ao T &
gk AREE AlE o] TiE S A8 AR Bkt Aot

A= Abe A gk Bl 7)E Eokell A FEA AEo fvh 23 FsE
Lokl “AlEe] Yol g A 24 AT A9 =
Ao 7FFE o] gtk (Barney & Hanson, 1990).

Ay Aol okl A A=A VIS ARAF S AgPom o
Aol oljh FAIAe] AFekar Ao E vt MH A vAE Lokl M= -
719 He] #ANA AF e FeAS dxstal, A~ mpA" S AlE e
ol &9 dttar ®Bal gl=dl, ol &MAbEe] dubrow MulaE FE
&t7] Aol Frejstr] wZeolgk= Aot (Butle, 2001).
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Aele] 7L @it} of7)dE AEzIge 7 ExE AlFEe] JsAe gk
FAeto] AMsjE|ojof FrH(Hardin, 1998). =, dF2 ATHo=E F38 &
ol AuAY T 283 THS AAT vhet AHHd FA(NFFF, 7
= o o
[e)

TAAS)7E A, B AFHAATE ARl olels 9 FEHT des
A doddts B 52 % A dazgol T s 2gI (A
ujgk 2007).

=4, 44 A= AHAA A e
etk 7H3A Al A el 3
dRe FEst, FAFeR el i wjE el kel o

ol AU Aelale Sl =7e

Jolit AL w2 Fhse)

b O{FN
2

A, Ps2 e 543 WHow Pt s E'=MA, Ao I
AR W AFAA A digk oEAe] FUg AR ALeri= Flo|th
(Currall, 1990; Moorman, Deshpande, & Zaltman, 1993). =, AlZ o] 3}
AR WHolA AFAAE fest AAsA BT A olgke H#F 7
of 278kl @ Awol Hgatlvks oA 9] EA(Clark & Patne, 1997;
Luhmann, 1988)°]™, HEej(§Ffae) & Al Aeo 12X+ Ho| ofyz Bt}
A2 5o A5 X5t ‘82 A o]t (Luhmann, 1988).

HLo AT 2AoA Y AFe daAdd Fo8E T k. A

Hjal ol Aol thkd AW AAE AW AEe] I Ade st =
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™ (Shapiro, 1987; Zucker, 1986), QA& 7Fe] A&7} Aol AAH Q9



A7 ¥

iR

-
1o

-

gl

I3

]

-~ o
R

o, w419

T

9
pl

A3, ZA

1

s

, AlE]

1tH(Fichman & Levinthal, 1991)at

I EECER

ks

, 28

T3

—_
"o

el

oM A7 s E 7] wEel

S

AgAT

-5

3) Ao

i

o

of mepA gerd 4 vk,

1
R

(1) A= A
AE7F A2 A
A $kth. Jennings(1971)

7

SE

Gabarro(1978)2] Ao A% Al=] 9]

btk

o

A= AA

Q
a

K

A

SER

1

kel
=
jins

<)

I

.
8

beol
boieh #4)

d|

A (Integrity) 2
[e)

=]
5

1

s

2ol

5
glolatar A

1

s

,36,

EECEREEIEE
o A7t HEE vehy

ol T8

& Werner(1998)

o E
Y
-1

g lof, #elH

Foll Al
A ] (Benevolence) 7} 212 & Ao

s

5

+ Mayer et al.(1995)
[e)

73

TC &

-
1

s

=

Whitener, Brodt, Korsgard,

gy 7k 5

B
o] Algle

%]



ek 919, ARUAClH, T wzel W Fom ackurhelad,
2004).

UM E Alge] Mgzl g #et AF7E wol AZEHATH
Y (1999)2> Mayer et al.(1995)¢] &3k Al 37F4] FH48A2E =
W ZzZo] HgAlHon, 19 (2000)7 HAHZ(2000) =re] 22 A4
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(2) A9 Az
AEe] Adwart gt MY AlFel dipdss Aol st A
o] 7} Zofoll whebA thgetA B o] A7t o] FolA gtk
AAAH2003)= =A A M= AE7F 24549 T2 MAYFoE,
Auge]l SHeA= 7]8Fole] e deer 1 3
o E o] (1999)9 A7k AT ZIdel Al refsk= A
7 A AAska g, AFEe A e ST, ] A7)

Aol 7lofst, 243 Ao FEHAE Fo, 54 Foe 14, |

a9 Azt 719 oA Aol B e dria S
olsh B& AT A0 viFo Mol AE: 2] Wl vhgdt
A9E dEE 9ee ¢ Atk AA Ao Fdd g A5H o
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o7 A47F HaqH o] gkom, A7 CRMY A4 w9t #AE i1y
g A=olth. Ganesan(1994)& oAb —ufapgie] x| &40 #AAE A
Aol Qo wA AuoEdy AFE 51 o5 adE A4S,
Geyakenes & Steenkamp(1996)= Alg] % A3 o)FEo] WA EY F=
2HE Ao, 2E Aol = dejaiel 2o o E dARkeke] A
I AALS ANF R Hxse= A7 949 (Crosdy, Kenneth, & Deborah,
1990), Gwinner, Gremler & Bitner(1998)%= AH|2~ 7|3 AH|x}o] I

.

Aol A EWE o wi= A3 A ololwtt A& Alze] Az Aol o] Aol
H5 %ﬁlé}ﬁ‘r A AL 3
B oATE AEE BAnARY fgon qAXE Ad 2de T 9

o AlFE SRl Fdujzte] BA S 913 SXAZA wdke] gloA
7 8% adYs MaAAdTFE s wWol glxojxlth Reicheld &

Schefter(1994)¢] AFellA A== BARAEEY 7MdadA Fag 2l
ol shQith. mgk, dujRiel Fujxizte] wAlC] tigh A3A dAl= AlF el
ol o] Fojxittar a3tk (Bagozzi, 1995).
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oS st At A A&KHow wHeta Wtk
gk st wgk AAE st Astelr] flal AljbdE @A AA, w5
of A3t m el gk 7Y F2. =4, et A A% &
Al Fof. AR, 7 ZEONRIA, BAA) AAE i A, A el
A SR AGAIE ARBSIITE Al 2k, o] d dAlES
Aol wep TS v AR Alg ] A Zbel] ZAG Aol & 4 Un
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Convenience Sampling)ol] 23] Z300%WS o=z X A3z}
rxIHe A HEste] 24 AR Skl diE) AHE 3 %

(Self—administration Method)oll &&] 3 A== dAu. ¢ A
7h&-d] 2= X (missing value) 7} B2 28We =5 E A3t F 2729
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=
=
24 thgAe]
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GE T BAEARS] dwbA <l 54

2 H) & - H &
3 = Hx 9% 3 = RlE %
2 AP A A 155 57.0 1507+ w9k 36 13.2
. [ R 150~ 2003+ 1] 2k 37 136
2 g 17 40 fﬁ] 200~250%k w26 9.6
T o7 957 | ne=  250~300€elviek 29 10.7
3 ; 4 IS 613 T 300~400%+1H) v 56 206
' 4007+ o] AF 83 324
304 w] uk 67 24.6 4 3 1.1
ooy S0Aleld~40AmEE 79 290 A4 60 221
T 40A o) ~5041 W 93 34.2 il 20 74
5041 o] 7 33 12.1 715/~ 8] 2= 2] 17 6.3
2 71 /294 28 10.3
o)) 7NE 181 665 7 /8e 4 4 15
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AR 2 z] 11 4.0
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geu 4 115 423 A 272 100.0
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Aol A" AHlAEE AR 'SERVQUAL'S 3 8H1(1997),
Fgdz1(1999), o]F8 & FFW(2000)5°] WHst AMu|2~%d AAAE i
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Forxlvtal siM ElFETt =%

A =7}
ey BH T spobAE AR ETE szobA A

(principle

W F= o

[oiz
=

2}

component analysis)< AR&-3}
A (varimax) S 2 A 315
AG7F ALY, o)t

He

1 o] /\OLo]

19] =% 31fFk(eigen value)©]

o

Q
a

=k

4

A

T ATelA

,47,



(E 9> CRM® 414 aclis

T 5 Factor Loadings
- i CRM
CRM 904
CRM 2 %67
CRM 3 953
CRM 4 246
CRM 5 659
153 (Eigen value) 3047
TAE(%) 63.937
A E(%) 68.937

(F 10> AMu|2EAo] Bz QolRA

Factor Loadings

73 _

A=A T34 a4 T34 SEA

<5 821 15 287 203 081

x6 757 188 257 173 180

X7 716 298 328 138 123

X8 660 002 139 391 235

X9 604 403 440 046 200

x1 085 811 183 207 234

X2 236 771 175 260 198

x3 183 730 168 274 249

x4 314 581 291 192 299

x14 195 148 845 145 099

x15 256 064 762 331 163

x16 267 315 747 0883 196

x17 316 205 7% 150 176

x18 153 230 180 806 254

x19 239 410 237 692 170

x20 159 532 090 636 081

x21 336 271 250 602 258

x22 284 137 292 493 432

x10 126 174 154 178 841

x11 067 361 219 116 777

x12 290 170 138 399 635

x13 490 315 099 178 599
763 (Eigen value)  11.237 1.860 1.238 1.144 1.008
HAHE(%) 51.078 8.457 5.626 5.198 4,580
A B (%) 51.078 59.535 65.161 70.359 74.939
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Alternative reliability
zolazk o uf o

Rt e Fol gl
o] Hwl )

3

AlF %), split—half reliability(¥HE 212 %),
Cronbach's Alpha,

=),

33

correlation(3+
% A1Z]%E). inter—rater reliability(

J

pzS
=S

test—retest reliability (2=

item—total

(55

T E o of S
KT T um
&g W : |3
A E
= o W
H]M 760 e _L, nu.
ANPSK <= i
T 4o R oy I
N A M@
bl =R
i % OW ~
el (e} -
) © 5
= < < < iy o Te)
w g <
- ¥ o = 2
w O T e
~ U.fu HT_ © n_m_u .z_._ A_l
T ol . ay o o°
X AR o X
uﬂ% o A Z)
r H_T O# = ‘_lr._yl X
NG o R oA
oo z
~ Mﬂ 1rL ‘.D.U @)
i L = | m
Hml ‘Ol il ) ‘OI \ Jl =
X oL UT B N
SoE oy W CE I
uﬂ_ ML o _w/w B3 W & & i
of = = ‘_ﬂol = o w
M 5 %o .Mw %0 2= =
AN R I b
2 o K X

.880
891
867
892
887
882
923

SR AHAFT}F BE 0.8 ©]

=
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T}

14>9} At}

<X

=

P

22
~

T4 A4
1. CRM

518"

438"

6917

jazel

A
‘_ao
oF

559 607

758"

47776647 6017

622"

jazel

s

oo

6577 5687 685" 518"

638"

jazel

o

528 729" 6677 6837 596

752"

583" 6927 6197 6417 7097 6667

706™
p<0.010IAM =&

M
n_mo
_éo
=

e

P
T

s, 24747

B
Vv

Q15X (Confirmatory Factor

14
S |

0
o
——
fife)

oF

%
I

el
B
i

2ol

S
_Z:l

Analysis)S 2 A5
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o]} mpEkzlsh). AGFI(Adjusted Goodness—Of—Fit Index: >
0.90 o] nmpzrzsh), RMR(Root Mean Square Residual : 0.05Ht} 2FESr=
wekAgh), NFI(Normed Fit Index : = 0.900]% wpgbdel), =l w3t pgk
(2a=0.90]% WSS o] &3k,

1) CRMY #2103 alEN

.25
el —» CRM 1

56
e2 —» CRM 2

32
e3 —» CRM 3

.39
ed —» CRM 4

49
eb —» CRM5 »

(19 6> CRMO| gR14 Q<14

,52,



(& 15 CRM®| 314 gl%4 Az

wel =3 Estimate Stgl’sl?iarl;izeed CR. AVE
CRM 5  1.000° 561 -
CRM 4 1881 849 9737
CRM  CRM 3 1692 791 037" .
CRM 2 1928 89 9971
CRM 1 1752 803 9.449""
A e X?=19.312(df=5, p=002), RMR=015, RMSEA=103, GFI=.974,
AGFI=922, NFI=976, TLI=.963, CFI=.982
p<.001; ¥ BN A 12 1AH

<¥ 15> yehd Az} o] CRME A AFEL ? = 19.312, #
FE=(df) = 5, p = .002%0 Aoz Yepetrlh T3 RMR(<0.5) = .015,
RMSEA(<0.5) = .128, GFI(=0.9) = .974, AGFI(=0.9) = .922, NFI
(=0.9) = .976, TLI(=0.9) = .963, CFI(=0.9) = .982%2 A 33t g9l
Ao 2 LERS

,53,
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80

67

.79

©
&

71

76

(2" 7 AA|

el

Qo155 (factor loading) ¥}

s

o

KeN
=]

I

HE

<3 16>3} Zr},

=t
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(E16) AvzFde g4 298y A

Standardized

el 73 Estimate ) C.R. AVE
Estimate

x 4 1.000? 712 -
x 3 1.140 871 13.647

34 b7l
X 2 1.078 .894 13.957
x 1 902 781 12.291"
x 9 1.000? 810 -
x 8 .868 .663 11.650™"

Al 24 x 7 927 .839 15.889™" 661
X 6 957 .820 15.394™
x b 952 851 16.212"
x 13 1.000? 799 -
x 12 1.087 789 13.802"

SEA 464
x 11 914 782 13.655
x 10 1.039 782 13.669™"
x 17 1.000? 821 -
x 16 1.041 .836 15.823™

414 541
x 15 1.080 815 15.283
x 14 1.101 813 15237
X 22 1.000? .693 -
x 21 1.098 820 12.447

T x 20 982 739 11.308™ 409
x 19 1.156 .858 12.952"
x 18 1.123 .820 12.438™

Bl X2:853.553(df:199, p=.000), RMR=.060, RMSEA=.110, GFI=.787,
oE AGFI=.792, NFI=.825, TLI=.836, CFI=.859
p<.001; ¥ BA Al 12 1A

<% 16> Jehd Axel o] Mu|AEA] AHIL AFEL 2 =

853.553, AHG-E(df) = 199, p = 00021 Ao = VeEFWT ®3 RMR(<

,55,



0.5) = .060, RMSEA(<0.5) = .110, GFI(>0.9) = .787, AGFI(=0.9) =
792, NFI(=0.9) = .825, TLI(=0.9) = .836, CFI(=0.9) = .859% 7]=
e whEeal A= EskA W RMR, RMSEA, GFI, AGFIZ #1213k 23X
€ 7Fed e e 9l

2~ O
T

S

3) AF9 1A adEH

21
el —» TRU1

18
e2 —» TRU 2

.30
e3 —» TRU 3

GE T A=) 304 aq®a] A

Wel 7 Estimate Standgrdize C.R. AVE
d Estimate
TRU 3 887 197 15.181™
Trust TRU 2 .898 .866 16.404™" 672
TRU 1 1.000% 875
e v2=.000(df=0, p=.002), RMR=.000, RMSEA=.738, GFI=1.000,
E NFI=1.000, CFI=.1.000
p<.001; ¥ BA A 12 nA4d

,56,



LOY 1

LOY 2

LOY 3

LOY 4

LOY 5

LOY 6

37

el —»

21

e2 —»

25

e3 —»

23

ed —»

31

ed ——»

.23

eb —»

al7
©
) *O
o)

jpuze)

o
l

,.EO
i

ol
N

‘g]

} = (factor loading) ¥ SHE

S

=]
[l

18>} gt}

<X

AVE

C.R.

Standardized
Estimate

Estimate

K
LOY 5

it

p—

[e)

B

833
837

1.000”

16.777°

878

LOY 4

15923

705

18.128"

809
.880

814
1.014
691
936

LOY 3
LOY 2

Loyalty

12.739™"

692
854

LOY 1

17.309™
9, p=.000), RMR=.026, RMSEA=.130, GFI=.944,

LOY 6

x%=50.427(df

o
xr

AGFI=.869, NFI=.958, TLI=.942, CFI=.965

m

,57,



<FE 18> uyehd disl fo] uAFAHES] AL AFES P =
50.427, AHF=(df) = 9, 00091 o= yepdt E3 RMR(<0.5) =
.026, RMSEA(=<0.5) = .130, GFI(=0.9) = .944, AGFI(=0.9) = .869,
NFI(=0.9) = .958, TLI(=0.9) = .942, CFI(=0.9) = .965= A3}t =g
¢l Bo® e

g4 el Ay T tah BEe A ATF v Welso] =48
Aol 389 A7l FEFs Y] wite] * FAEE AFEE e
#e YERHE Normed Chi—Square(NC)7F 715 #(<3)& Z3s}A] o}
Agrols wAZE vt ddeda. w3k FEd HdZ 4t (average
variance extracted: AVE)%E .147~.7052 A% o] HlwA w2

& A} epg

I

Md

5. A5 A 2 FA7IE

AT AmAEe AEAde] glva #dEe= A5E ATl Al
AZIAL A Tk AR E FAFEH I AEAI & FAHIA 22
el SPSS WIN 18.0 ¥ AMOS 18.0o.2 A&

7 ol BAAQ AFS AAEHA

AR, B AT AFFAAA 5L AR

analysis) S A A|5}SI T}

S, CRM, AWl =E4, A8, 2AFAESE 2Ha7] 964 ga4 29l

1o
ol
=
)
[-‘D:
k
Al
=
D
Q
=
D
=
(@]
<

X (exploratory factor analysis)S A3} T}
AA, AEA e 2 B5S H38te Cronbach's a AIFE AF=3s3 T
A, o] 241 w7 stellA Wags 1He] 7IEHAE AAs L 8 S
o]-gate] 1 #AAVE AHst=A AFF AHAFTsH] flste] A Q1A
(confirmatory factor analysis)< A&} T}

UAA, s 3R] WRRde #Rley] flske]  AaaAlEA] (correlation



AXNA, SHAEYHY o|2RYS FIA EPIEe A(AAE Fetstr] ¢
A2 & (structural equation model)EAS AA 5T T
A

AR P AGAFE gt ge J1Fo v A g

o

1) Chi—Square AA

Chi—Squaregto] =il p#te]l =H
Chi—Squaregko] =L, pgto]l #tom mdlo] Hgtalx gyl 3713
2y} Chi—Square A4 ¥ FHE TA S0 o8 g
2 7k stue E8 7|9 #EEo] Atk t SAFS AIAATE,
S X A7P7F AdSsE Facstith meEbe ot = A ZEAV]AdAE
Chi—Square ¥#X & 3}#] &7]
UTF FEF t = o AHarde d
A &S FE AT, 794U Chi—Squaredts =2l e A4A #AAHE &
Aol 7Ho] fintE o] WA 4= ik

Chi—Squaregte] oAl Zpol7} U= Ao= yephd 4%, o< thiA
At Ee] 7Hde s AY, FEFF0] AR Eo] AE7F By in
8] kA by ek Rdel A0l YheAol e ArYd A
12t} Chi—Squaregto]l ol% Q1 Zpol7b = o= Uewt sh

o= AR At o] x}g% T A ANE FL

32 % Chi—Square #tollwr A& o |RoE & oy 7HA
AR5 A st FHITAQJA AES Ugor I A, AAT,

2005).

2
)
(o]

il

1o
i
Oll
o
N

2) GFI(7125&=X])

GFI(Goodness—Of—Fit—Index)= YUutd o w2 (~1A}o]9] #HS zr=t}.

=
o] ge Folx mPol AA ARE Avht F MWHEAS el AX

,59,



it
ok
X
T
-~
=2
R
o
of
5 0
rﬂ
;z
i
113
2
oL ; g
)

GFl:= X ¥ =Z7]e] W3y thss At el fdbe] Wz ks whx] ¢
o, Aokrdel AHILE A HAydTs Ao= yET o] o] AW
T2 AFLEES Yeh AN =871 A tE ddgiEel Ve gloy, B

3) AGFI(ZHF3A])

AGFI(Adjusted Goodness—Of—Fit Index)¥ GFIE 3FA|7] ZH O 2A,
GFIE =24 W9 AFEE o]l&ste =A% gholth. AGFIe A% F&F+
< 0.90]4 lt}.

4) RMR(®14:3F g=}o])

RMR(Root Mean Square Residual)< & 2 & <]
9l Bk arato] 371% ofmet grol &5 £k RMRE

.é":
ol Wi Al Ve floy A9wrt wie F2 ol 00
2 olgtd 1 2 AXA ek HAZ 0.050] 5k

n A3t »}ls; 5
o 3]

El
90w .

o)
0

5) NFI(ZE&HA S

NFI(Normed Fit Index)& 7]% HEdo| H|&] Aot Bdlo] o AHE &
AH Q=71 e Aotk e E 2 NFIZF 0.98E 9on= 71% 2dd
Hl& Aol mElo] 90% = AS vt NFIS] 8472 YeRl=

A ARl A= gIAw, dRbH oz (.90 oW & vk sjrhal 2o
T ATollA e mEle] Hte A diidor HgAQ Axe 4l

RMR(% v F#=ko]) @ RMSEA, 283 CFI(7]% ¥3+x]), TLI(H] ¥

,60,



A1), CFICEtEd3A)E &8 e, Bagozzi & Yi(1988)7F Al
AlgE A3tE A5 vfg o e RMRI RMSEAE 0.5~0.89]3F, CFI, NFI,
TLI, CFI& 0.8~0.9°14% 7|22 &9t ofge] FFd HaEA
(average variance extracted: AVE)Q] 7|52 .400]4olH, FHETA
(convergent validity)®=¥ W& L&A (internal  consistency)<S  UERE=

ME AFEE 7004 7]1Fo = AT (A AL, 2008).

B Q74N CMa Ad2EAAEA, Q94 £94, A4, 32
), AE, AFYE] FAMNG 1 FAH sARdn FRYPARY B
4g gwaﬁguﬂ, 7] AGARES NES 2447 A9 FBES AA
Sn AT FARPS Fiel AT BAS ey

,61,



V. 4 3

o]

Udotr 7] 93

=} O
B3

2074

= AA7A o

N
T

A]

= 7 iR, 2004).

2 v 1%, GFl(goodness of

o

=
LN

fit index), RMR(root mean square residual), NFI(normed fit index),

RMSEA(root mean square error of approximation), TLI(Turcker—Lewis

il HERHSAT

3|

=
S

o A5

=
[e)

coefficient), CFI(comparative fit index)

KeR
-

<™ 10>

S

=

el

,62,



T 2 GF1 RMR NFI RMSEA TLI CF1
ATEY AFE A 795 046 842 120 848 .869

X2 =716.865, degree of freedom=147, probability level= .000

AT =T o] CRMI AMu|2~FF, 2%, u2Fdxee] aaAe] o
g ATEYY A¥E HF AdE B, AJAFES = 716.865, At
L(df) = 147, p = .00081 RHOo= YEpetth Tgk HdybE AFAFE
RMR(<0.5) = .046, RMSEA(<0.5) = .120, GFI(=0.9) = .795, NFI(=
0.9) = .842, TLI(=0.9) = .848, CFI(=0.9) = .869% o]+ Bagozzi &
Yi(1988)0] #AAle AH3t= 7)<l GFI, NFI, TLI, CFI7} .8~.90]4< wj,
712132 RMR#} RMSEA7}F .05~.08¢]3}0]H £ RElR 7l ths 7]
H[ 5ol & o, & AREFES [Anvkd AgATE

o Ao THaE FHEE tha B3 ANE YEry

e E AT RGN s e A77F A3, s Gl Rzks
ooofel met Ao A9Ag T AGELE & dYsks TLIW E=4 94

J
Silvia & MacVallum, 1988)0] A"k A}ﬁﬂ@@ ZARA T A %%ﬂ%
A4 AtElES SAHCE UEWH FXoER A

2/dfe] zt NC7} 4.877=2 7]
S SH37] A%t AFrgo] FEHow AIsivs AdHE AUk

MN
=
IA
o
-
P
&
_OL
rir
PO
o
fr
i
o,
i
re
-
N
&



agar FERge] 24 sl 54 HETF A Ry R o
nhup WkEl=EThE dotry] flste] ARFAPAE FUE =ESte] ZHAAE
dRZ Fad F Ju=E Y. AAAT=FHO CRMO| wWE AMu|2E
A A 2 aAFAEY AFAAe U AFEH ARATE T 1
A} AFEEe e <Oy 11> <F 20>3 o] Yelgth

,64,



3 = Estimate S.E. C.R.(t)

CRM — AH|~%4 925 .066 13.976™
CRM — 1AZAE -.335 258 -1.298
CRM — Al ¥ 682 074 9.279™
AU 2=FD — AFAHE 1.235 .263 4693
AE - A/FTHE 170 .060 2.826"

" p<.001; "ip<.01

<3} 20>7 Zo| AFEF AARAAFNE A EH CRMO] AH|~FH
of WA ARAFE 9250M, tghS 139762 EAHOE folstAdrt
(p<.001). CRM® A= AR2AGE —-.33501H, t3ke -
1.298%2 SAASRE =, CRMe] Alglol] mA&= AEAF=
682011 tghe 92792 BAHoRE {3 tH(p<.001). T3 AMu|=EA
o] AAFAL wAE AEAGFE 1.2350H, t3S 469308 EA 2o
2§ om(p<.001), A7 BAZH T H = AZASFE 170
olm, t#h> 2.826% FAIX R {3 tH(p<.01).

K
1%
ofj
ox
ki
=2

1o
ol
on
D)
&2
NS
o

AR FARYS SERIELEES o NEE
steith 7 da ARFANAE MM H3Y HRE AAR F FEYRA
2y BHS NSRS W Y Be ARAF debdor], Frbdas
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T £ GFI RMR NFI RMSEA TLI CFI

ATEY AFE A 895 043 902 109 918 929

X2 =718.962, degree of freedom=148, probability level= .000

NAEAF =S HE CRMI MRIAFA, AE, aAFAdEe] QA o

4,
F pARGe] AR A% ANE wY, APAFES 2 = 718.962, Af
S

3 A
T(df) = 148, p = .000%1 Aoz yetuth. =3 dubd A3 AFEQ]
RMR(<0.5) = .043, RMSEA(<0.5) = .109, GFI(=0.9) = .895, NFI(>
0.9) = .902, TLI(>0.9) = .918, CFI(>0.9) = .929% UEh} F£42F ]
A APA e FARYS FEt7]o ST £ Ao R Yyt

,66,



o 1 -
A = Estimate S.E. C.R.(t)
CRM — AH]|2=%3A 921 .066 13.926™
CRM — AlF] .679 074 9.242"™"

2F — a7

A= 175 057 3.048™

p<.001; “ip<.01

<E 22>9 Po] FHRPS] BARLNANE AW CRMe] Au|=F 4
of MHE ARALE 9210)H, tFS 13.9260% EAHoR o8k}
(p<.001). CRMo] Aol w3 A2AFE 679019, (#e 9.242%
EAROoR £3589 00 (p<.001), A AZEAo] mAZAE n]x= A=

,67,



A=

AgAEe] v =
b tH(p<.001).

s

AEASG

K

1

¢

2. 7Hd e A=

897011, t7ke 11.4612 EAHOZ §9o3519 1

(p<.001), A1Z7}

17501 t3ke 3.048% EAHORE #9

<3 23> ¥ AFEYNA 7] BEAFIE SAAHSRE gn7t e
7Ve YERA Zolt} olE T3 2 AFHEE HIEstaAk st

(3 23) AFERY AZAF FA4 on
| 7Hd W A3

HI. CRM2 Mu|2=E e g(+)e] 93-S vd Ao|t}, A &

H2. CRM2 A= Ad(+)o d&FS v Aotk 712}

H3. CRMS A1#o] A(+)e] &< v Ao}, A &

H4. AU 2EL e aAFAE A (+)e] S m A Aot A &

H5. AFE aAFgEd ()9 FFS v F Aol A &

Hl. AAAEXE Y CRMS AH|AEA A(+)Y 9FS

n3F Ro|t.

Aarx =S8 o] CRMI AH|A=FA Alole] ARAFE 9218 YE
i, CR(t#h) 2 13.92608 Yetom, SA4 FolaF2 p<.001°A
o FAoz Yeiwth wEkr WasE =T o] CRMo] AMu|AEFHe] A
(+)9] 9 vHgs 7ML A

= dAaraxx ZF9o] Ao CRMS AMH|~EA F34, AFHA, &
94, g, 38 e Wl fremgt FAA RstE dod 4 9
= 8% wgE g o)k

,68,



3, CR(tFHS -1.2982 YEgon, BA4 FoFrsS p<.001904 2
b4 ke Zlo® yEruith webA diasx =g aA3ARE (CRM)
7F aASAE R A(+)e] dFs mHTE 7HEE 71 AT

=, B AFoA Aaax =59 H P4 CRME A= A5 4

H3. A2 =2FH9 CRM2 AFo] AH(+)9 92 v & Aol

A~y =Ide] CRMY A2 Apolo] ARAFE 6798 eI,
CR(t#)2 9.2422 vepton, SAA FI552 p<.0014A Fogt A
o2 yebgth mebd siasx=Isiol aAwA e (CRM)7F Al 4
(+)°] F&FS vHrhE 7P APl

Z daax=3Yo] AYgoa] CRMS Ao §onet 244 Wals o

= 2
Eluba, CR(t3HS 114612 YEwoHw, EAA G943 p<.00104]

,69,



Aoltt.

2

e 1AFAEY F(+)9 F4FS A

A

5.

H

p<.001¢l A

30482 EROn, BAH FolFEE

oS
-

C.R(t3b)

3

of A(+)9]

s
a

3

=
5

7

o= vt webq desExzge] A7) 1

aF

KeR
-

S Bl i

il

e

O
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o
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H

el

HH

=2

Egiz AgddAT

=
=

A AAZE A 3t

she] thgat 2ol

SEREEN

b
A

1. CRM3} A{H]

HA 7HHE ‘CRME Mu|AFEZA] A (+)9]

Aol A

2

(.921)¢} t(13.926)%ko] A

B w=AT

Ao= e,

o] -
A -

(p<.001)°ll A

N

el

CRE

I3}
=

KeR
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