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A00at AH|XF E2A|AM 2HA| FE O
A=tof el=ofl O|xl= Fet

—X|ZH=l HE2HSEo| ™S T}

|_ T

rIJIru
01>+
?

A opHEl(relationship marketing)2 MHIALE HEZES ME Sh=
(CRM)O Clall 224 =ddc(customer loyalty)2t FOIES =0|8= 2=

AN o

=3

practitioners)2| A1toll A 7|5tz QUCt 2Lt DZHO] X|&XQI Qx| SHE Q5 U2 A
= ol UXITL VIS ME = ME|ASl SFL R, 7HX|of Z|gtet A &2l JUM= OFH
0l Ho| ol Ut 7Y 7S 2 BlgE £017] ?lotod 12 RA|of B2 XHEHeE &
AfotRIZE 2ol oA dzzAe] Metol XFEdS 7K RotAL XA =R Sd=CtH, <ol
2HE 0|01 O[0{X|= M~OH= HAZIX| 40tM 124to] A W A&E mo2t gz 4 s gat
£ 7| olsd= Aolct, nAmol X|&H Al AV SE=E =0[11 0= O[0{X0F 70| H
= 24 4 U1 W20[ct, Eot 22 MH|A9 F '(SerVIce quality)O[Lt MZo| XfEH0| ot
X|HA EHA[SHE (relation benefit)0| L2 S2FS X|L|T Q= Zioz2 QAIE0] X|1 ot e A
Ol A0 HErE 52 DASIETE SO0ttt 7t 20 W =10 UXP, 242 8
of ZGIES Lotlt lAlstn AUSTY 2 SAF0IME HEA 20| MBO0ILt MBIA ool M 2t
= | =7t ot

24
A SE-du sakdof o
[e)

S LOHRQUCEL TASIEC] HEHS 715K Boie AEE HOR L0 AYHoR Aol
DXl Yare 2MGIIT, 715X oot 4FN Hoiol £ HOE IS TP Tmiefsio] o
Z5iI=0] xHT0H ©|=0f DIXl= Feol St 2lnt S MBSHoR MG
FHlo : DARARE], JIST BOY, AA oY, BAGIE, ASIX SIS AalN s, SHR SE,
AFoie|=
I. ME A 2000), Awldo] @3] AlFS AvlEtar
& A7 Al A= Ao] obd g 9
Aolle 2uAE] 3 JFgol Fs Sl FAY 7 A AbdskE Bt
Hol f59 FAZE FEA T 2ux AL HS E}f:a*o*?d, $73H, o= 2012)
FAoR WAR oM (P, A, Y olF@ BA AN Bk siet 2141 8](2008)= 2

* Il etar 7 Gl 8l = (kulsd@kookmin, ac kr)
WAIA 2}, Fi et t skl A ofsta) uhAlaA (yiinad@gmail . com)
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Qoloz zZg3trtal 3FtH(Dwyer, Schurr
and Oh 1987; Skinner, Gassenheimer and
Kelley 1992; Morgan and Hunt 1994; Ganesan
1994; Doney and Cannon 1997; Price and
Arnould 1999; Jap and Ganesan 2000; Nichol
son Compeau and Sethi 2001; Rokkan,
Heide and Wathne 2003). m2kA SAwAH
5 59 ke A&Hl W FAE 719
o Adugd FAuge 22 5 U
(Gronroos 1994), 14 o] YAFM = W2 &
g8 S 4 ri(Sheth and Parvatiyar
1995). 712 aAE frA8h= A Bk 2l AL
K sh= Aol suje] Bl-&o] EvhaL &
Rosenberg and Czepiel 1984), T+A| 3]
CBEEDBEEE P E ERIES
A & wol] 71z ke AT, A
BelA o) Fwol
Ll_g)\lq-(Fullerton 2003). &L =
AS FABL] 28l dArARS 44
A9 Aoz ARk tH(McKenna
1991; Vavra 1992; Reichheld 1993). o]&|3}
22 B Belel ofaf fAl He e 34
©7h 2 B ol AT sl =
(Clark and Payne 1994; Reichheld 1996), &
3kgo] 7] wjE-o]th(Reichheld and Sasser
1990). FE3 PFAH o Z o] YAS oS T

a2
Jot

S
=
yasi

3R

(R
|

/—\

B S}
e, L >
o}ﬂ H

o

& Fohe
2 7] =

r?L‘£>}L
kI l‘ﬂ

_L4

al
%

A= A 2L (Aaker 1992), 71 o] A
= J‘% ]oﬂeﬂ o %s]] _,"_7714 7]—0]] x}y];@o
Al A1 o8 grsk 4= Qi FANAY

RS AT MYy AES AlE

2 rL ol 4>

i
(o

S Aok 37 2he] B Pelol wel el
FAEE Fola &S =RlvkaL 33t
e FUE F adse] @A
(relation benefit)2 FAEL] Aol JgFS
md R, AlFolut Au|=el thek dade
%"‘é‘:b e PFo R ojojd Aol &
dAEE o] Fejol o] AzheE o]

['1 r

ol we} A g2 Jerd Aol 1
He] Ao B uf), 1] A= (consider
ation set) Ztol| Al Felol| 2t FAE 2]
APEAE =7 A X g ek 3 2
g o]olAA| &FA] X A oW, o|= #A
HelE 9% A9 T weo] 288 /9]
of vl g Ze @ Aolth. o|UE wA wA)
ol ol AlF == A g A
o] Ao FHEE FolaL, A|&HQl A7)
PF o= o]ojR|A| =THA 7|92 A E
A B2 Ads FAgRE 7]go] H-ES B
% & F Qo HI Avxe F4
(service quality) o] AF-2] 2P do] vrol]
WA BAAE D (relation benefit)o] 4SS F
Asped] e qFE AU Jov aA
¥ (relation benefit)e] =710 o] && 17
ZAZ(loyalty) S #ZE3l= Zlog 22xu
S Esfet, et ol Hopal

Whoa] AUl ofoj A Ae ohh,
| A%aA 719 AFet AH A5
sel ol 88 FPsolet ATH o
o ¥ & s, ol A7 o 4

g

A=

o) A} levw
W 3 gk olat FAmet A @) Bl
e A g FH=e F4 % AT
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TolMe TS o]F o] ATu oo}
H3l ojg] ZEAAE FHEsEE =g uj
+ urh e Zewm ydErh wd,
Zaichkowsky(1985)= &= 7iele] WA
S, 7, A 55 VIRE g AR o
7 2] Az Aol A ostHA,
v Fof== hul 9ol e ZF 7ilo] zE
= #7] B (self-relevance)o]2tal &Fict,
| gAY 21U, A4, 7HIA 1A
oF 22 AEH &€ (Berry 1995), #F3H}
A= F= 224 g9 (Czepiel 1990; Buttle
1996; Gwinner et al, 1998), &<l v} 2|25
I 2 BAA &, 44 g, F7F A
253 22 g9 143} ¥ (Gwinner et
al. 1998)5°| A& F Act. 22} 7l<lo] Zk
+ ol Feol wEt A 8749 S5 Y
7WAH T AZE #EA] oJgitial & oo,
A e gk A e] A7 L o]
et gebd Aolug uAd weba 7]ge]
I NA AFe BAE Y-S ol ==
A7 e o ol o] A&HH R 7|y
o] AFolY AMu|2E wHEEte] o]83A 3
7] M= AT dgs AAE o] Fo]

of ahar, ;o] gkl i #l|ElS AT}
of & Holt}, whzbA B A5 flste] 1A

o] Fu & Azte 1 AFl st 7]
A AF A g 7114 J&Ed*é% =
BE ou|she 71ed Bojet A #y
(R, d8%1 1997)9] F NS 283t
AAE Y] Q3 AAES vpotslar, o1 &
of 3l otefe] F 7HAE ZARHE HHoR

A7-2 Y3te k.

AR, #olo] Fefol wpe} A Eo] #A
85 o] YA A|zsh=7)e

EA. ATl o=l 2] J3gS wA
= WA Folv)e

0. o|2X

(background knowledge)
1, Zvlds} SAEE

v guA 83| (AMA : American  Marketing
Association) 9] Aujde] A= ¢lR3H, &
Wolet HE20 Ao AEH 92T B
gk Al SFoln Ay FadT= A
Sl BT AR|2E 27 dolahe
S S Sl ek
%, 7137 2000), L3 o]
ot A2 Aold Fe
B A LA 3
Y5 sl drTAddolzkal Ao skl

ofof v]Fo] & o HF Au|Aje} Avlite] #
Ae= vHAE &5 Fas Jdolgta &
Ak, Keller(2003)& 4mld HA=9] o5
G BEE AvigiAle] AE AH
g webnl S AT Ausmie
k" 3 spsict, o)
% A% 207} 4

=
dlel sk s 71 712 42 ol A

NE
o)

LD]—(Ahn and Ghosh
1989). Pappu and Quester(2006)+ A~ujl/d-o]]
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ﬂl* wv—; wjs} o

2
SAH, o]A3 2012). Grornroos(1984)=
= A FA 77 A
A A B|RbEo] Tl =Fell o
AA T 8= EAEFARE v F A=
FoA =7 Au|2 AlF Bl tigh 7]
277} 24 Wk SAcK@Re, $4,
o743 2012). 71T T3 A dh= vA
A BA42 BAA Fofo)7] wiio] AL 5
Aol olAA geolo] FxRE BdAo] =ttt
el efsirrt 24
o ——‘rol gzl @A77} H
Zarsjrkar 8}9‘}5}( +&3], 1243 2008). w
2ha] HZ Aol A AFolu ARl 2E 2HH
Zenf e o] AAmA" o] T
% 838 14 Hol AaL vt 719+
I MR 45 2-g-et= AAHE (relati
onship marketing)-2 7| 4ollAl= X 43 A
stollA w9 FaF AR Fo} £ P59
FHEOF 12 il QItH(Curry 2000). 71l
HAA A= BAIS B (relation benefit)
aA ) FAAEE Eolv AAH 98
ot 3ol 7|9 s FE v dAlEEe
MNEo] k= g ol 7]x3te] Au|2t

rSL' ]ISE,
2o oo g oo @

K

o rlo

&

AFE Folgehe ofoltlololq 24 ahich
(Reynolds and Goodman 1994; ©]& 3 2005).
3 20| 7he] WAE 4 Sl o

A AAA, Ale)4 dele] #A-o|x] A
A=, Mg ol e AAH
(Becker 1964; Williamson 1975; ©]-8&7],
2, =99 2002)% JhA 2 wkeol
w2t A== Aleld I (Duck 1994; o]&
71, FAHE, £ 2002), 123 ALE A, A
24, BAA, 143} des il dAE
A= A& Y B (Gwinner et al, 1998)
o2 I WAR FAREE £4E 7
Qo St A1ge wATe] B
BE Foke] 7ene F408S Y F
It 3 AL(Gronroos 1994), ¥HH| 3174
NA %= B2 3ES Fohal & 3lth(Sheth and
Parvatiyar 1995), ©o]23F 179] Aoz =
Al2]2 &9 (psychological benefits)®} 72o]
A ALY AlFE Fil(Berry 1995;
Gwinner, Greutler and Bitner 1998), ZI'dAJ,
MelA Q1A ¢4 e 134 &= (social
benefits)& B2 4= A TtHCzepiel 1990; Buttle
1996; Gwinner et al, 1998), F3k gkola} 7+
& AAA 3" (economic benefits)Z}, EH 3
U, S0 g, 3t ARz B

re 11

A&}l &9 (customization benefits) g S 4=
8). ©]

o

it rlr e
4%

B
o mx

1.4

|

>

itk (Peterson 1995; Gwinner et al, 19
A ] B S e 2

Ao FHEE

B
o] A 18k (relational exchange)oﬂ oA, o
DA, o, FHe] S=7tel tiste] IS 7HA]
A =t (Morgan and Hunt 1994), 1g]al

P
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Fullerton(2003)2 #A &Y o] thgt A4
BAslEe) AAH e fAk el A
&2 ZY A& E(switching costs) 2
HeER gk A7 AaolA
AL i) Pl

Z(dependence)-&

= 7

et AR = °ﬂ Xﬁoé}% aL
AEANA Aol FAFEE AL
ATHO]-&7] 2002). 71l thsk ‘3H7}L ]
7} A&E wowt YeR}r] wlEo|t}, Becker
(1964)= Alo]= B E o] 2(side bet theory)ol|
A BAE 7199 HlEs st ddg s =
o wiwt o]ojo] Hrtar sk3ict, A o= V)
A 7193 A7 dAE FAtA =
INES st =4S Folof st
Gwinner et al, (1998)-2 A Y-S ALS] 4,
Aeld, BAA, aAstE FHEslal A E o]
TOA| e AEet AAAEE FHToEA
AAE G o gt A RS e S Al AIS
At}. Gwinneret et al, (1998)L A}AlE0] A
Alg vl 7k BAlE Y-S ALE A, GAlF, 5
g dges FEEE sheltt. whebA
2 AFellMe AL o] AlEol #Agh 2|7 o
ol w2 A Y] A ZH Gwinner
et al, (1998) 9] A}3] 4, Alel4, AA| 4, a743s}
el 4712 Aoz AA e FES
Apgshe] a1 Stk

2. oz

(<3

Fo=(involvement) 2] JAIZIE-L 7ji<l ]
Ay 9 F8 ”0]"/} a9 gFot HE

&
£ ofsfstar sk deeshs HdES
- S 2ttt o]’ Fel= A=th ol A

Q19] Aobojelo] Feld uf whgTha e}
(Muncy, Hunt and Sheloy 1983). =, B0
AAE Aoyt 7)d wf F7t HAsEaL 2
W} 2)7F, kel QRS nA 5ol 24d
kil 3T}, Petty and Cacioppo(1980)& #
ool g Fetel sl sisy 2
(ELM :Elaboration Likelyhood Model)< ©]
g3te], o= ofd i, olfr, 4 S
tate] Ldofju= ZRSIAQl AEA WA= 7H
Qo) 2= Fawe BANAE et w2l
A=t Aelstar 9ok, Kassarjian(1981)
T dejgk 7l el thall A 2 7i<lel
Zr= 2}7] FH A (self-relevance)o]2hal s}¢f,
HAEE Frjjol] PAA H o] W, o
o] Ma) gasel Ajole] A 4, el
A= &4 B A3 e 4] R FAE )
steto] 1 WFoIN ] BolE F
7WA3}et  Zaichkowsky(1985)& #elS 719l
o hAH &F, A, B 5L AR @
Q1T g ghe] Azbe dEAdoletar
R CHEE R SERE S e
Tl whEh o] &ete] adofol @]
Y02 P, 4§30l ths) 27 e
St} whgol AT T Sioh
(Robertson  1976).
(1982) 2| Abe] Tl oA} A2 o] o
o ;A wWet ol slgkm shelow,

FHo=

Lo

Engel and Blackwell



132 | REMT 188 45

Rothschild and Bloch(1979)+= A|&#HAE A
22 Fo(situational involvement)9} A|<%]
#o(enduring  involvement) 2 YAt
Vaugh(1980)+= 1A & o}l 7HAA FAo=
DA s Zun 448 20e s
o) mdlg B339l om, Mittal(1985)2 712
o 478 7122 sel 28H polsk 1)

A FoJ2 BF gt o]F Mittal(1987)2

o

HoE el QXA F, 113 e] A
2 o, A@e] 5 A 7HA] HFER PRI
t}, o]= L] o] A A F7} QIAH F
oF #do] 9lo] A84 F719) Foolg Bl
Ao, 2ujAlE A8 F7]ol o) AT
+ HE 2 Holo #E VAL AFY 7E
A Aoz EvE zZherh =g vk 23
A FoAx GAH Fr)ek Fo] glom AA
2 oo} FoJolR Bl glom, Az 7t
2-2 @A F7)e wEt AFe AH-S FE 2
FA s A NES S Al71aL, ARl o]
HAE FEAA ] FAlS=H Hrh B &
nE zZhetha shglok el 1A #o
2ol AMH goles AEFAE ik A
2 OE ou|E 7Ry, 313 o] Ay} uke

, Park and Young(l989)“ o] A o

E% 7100 ofsf e 2

H2 284 F7]4l o3 F1 |

A8H &= EAS s E S I3 &

59 &7E AsldoR A 2ag

st &, 52 oA == A A
sk ot

Fol ojg ¥ 87F TFBThL o9

(MacInnis and Jaworski 1989). 9]¢} Zo] A
& ATolx 2RAE AlFl el zk= 7HQl
A BN e B WA T A

sl 6] i By ohjeh 34
2 74 ol gk AR o3 AA 2 5 3
S LM ERE

3, ATl o=

AT ol o] Pl BE F AEH

2 Fujd Aolehs A

N
=
to
e
O
g
R=)
i
-
=
_1
o
ﬂ{
;
EL

Ao A0z g b
FAAl A FHE IR 2rH(Carroll
and Ahuvia 2006). L2t} 2 1174 ¥k |

8 HolRAE AT olol X g 4l
Qe o] W o) %o 7|9do] HHg 1A
sho] @A fAo that o] Ak Azer
B8 % Qlrh Mg 2E01999)E 1 ol
AES AEAE QAo AE EA o] TEH
TR AREARl vESo] Algtu oxe o
Fo] &S ol=3lgdr)t 71259} A184(2001)
2 g4 o] & uAS o g ATolA

[e]
Al @S L @A) de Al 0§ oo

S|
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214 A 1 (o] EHT} Q= WHA A= 7}
2|7} A o]g ool mXE PEFEL Fo3t
A ¢SS ASAUTE Wyer Jr.(2005)= HH=
£ ARFetE Aol AlES ARete AdeE T
H Hokal &Rl whebA] ATl o == A
o] e FAT= o2 s dolxnt 1A
FrAIokE A WA BAVE ok, 1A =
o] A|Full ool T JFES v 4 9l

31 (Reynolds and Beatty 1999), A 7]4ko]
oJsto] 9bE Fufl 7}s/d o] Jlth(Parasuraman
etal. 1991). o]2lgh A& o] Fuff vh& &
WA 7]9kel] oJste] Bl=o] w9 A
Ne%, A5 =F Yehl AFui= o]o]d
S0l B2 Ao ® yehdthe Aot & 1
Aite] #AE Aoz o] B j

R

-

Aol FE, AT} Aul o] ALHe 7
2 77 shel AL 4 & F de Aol
o, webA BrAsEe 13 198BS
Al wA ) o) B ug Fow
A 1A ) F nES Fo, /193t 1

ol A&49] #AE FAT 5 2
I A Fol U FAHAEE EFolal AT o]
o] A A| & 4= Qlt}. Alo]= H|E o] Z(side bet
theory)ol|X &A= 7|9l HE-S BAetaL
eus = wyk o]de] Hria 3ot
(Becker 1964), A7}A o2 7|¢e 7143} &
714 dAE At s adlss 8)l

ahien] 248 Folo} g,

0
o
=
N
e,

I, 7}Md(hypothesis)

1. BAsNE T A7) o=

(Carroll and Ahuvia 2006), F+u] & Alg] o] u}
gk REEFuizE o] fojzivtal & w(Oliver
1980), a7 o] W= 27l o] rzof 5= 2l
J&S P 3t Reynolds and Beatty
1999). 34 o] vhg v Yol A

s AN B oofzt 7199

Zt}. Parasuraman et

i

o
™

1=}
o
- |
X
il
Jo
)
ol
ok,
&
f
&
o
oX,
ol
=2

= %
e ele Foed oAl Tl F vEe
_ﬁ_

gl
=

whgolut A, A A2 A4 el
T A el 1AL fA & & Qe

oft}. e} e A WE A5E HolvA
= AT o]oiA) A ok dele vl

= o|Fol 715J0] e LATe] B

7190l B AE s LA FEUE
ET8ta o] AFujR oo AR gFe

olog FAFY R 913k Ao W= A
Tl olxete] oln AAE W B Hav)
Ack, nFdANA AF &dol gk v R
ARl who] Aul oo JgFo] Ak
I SIS, A& 1999). HF Av|Aprt
Ngolut HZolM BAs o] et 1]

=3

AFS M7 Pl L A Abgol

d
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=
k
=
o
)
I
ok
N

J) el ol o
23 go] A7
gz ul) =
) Aot

ot
o

d

}_h‘
Pk
o,
2
a2 ¢
S
—_

A<}

O

b

=2
2L

o

2

-0,

o2

ofk

to

v

W

H 1a : AF3]4 g2 nhsol] 7] = of 27l
om0l A(+) 2] F&2 A Aotk

Hib: /“EW e ”bf—Oﬂ 7] o A7
Lol () 8] FFE mAE Aot

Hlc: A4 slge foﬂ 7] o] ATl
ool A+ o] FFE I Aol

H 1d : 31743} 392 vh=o)] vi7f o] Af+-nj
ool A+ o] dFE I Aol

2. BANGD AZHE 2 =

2.1 4314 dY)

A3 A Fgle 37 &g 2 7Fo
il #AE =2 AHl=
2 (Gwinner et al, 1998) J_7“-?: AE 2
2 AlFAete] g% 2H8e] AI(Czepiel
1990; Barnes 1994; Goodwin 1994; Berry
1995) G, 7HR1A Q1A 474 22 A
& ¥l (social benefits)= & 4 JATHCzepiel
1990; Buttle 1996; Gwinner et al. 1998). ©]:=
F9 2 71ol ik 7 53, A9 2
Aol e 2ol 1Al GFE vl
= Aoz et} Goodwin(1994)L “F+-
SEAIRE 131 A] k2 B2 ghal 3FlaL, o]
= 7199 14 el 343 - (Arnould
and Hausman 19960)3 22 Zolt}, o]t
ALE)A ElEe 7]1d3 A ofyet A

wA o] S g FEAE] Lol
% 3lc}(Zeithaml and Bitner 1996). A}3]Z]
]T::E% 17_1134, &OJOJ7]_O1] 7Ho]xqo] orﬁ S
APE e A|2olA] ehbE HoE B 4
JtHGwinner et al, 1998). welA 114
A o) gi%olehs Adst e Aof ¥ 1)
AF] o) % Aol slol AEIH o]

255 TAe] WL ol A Zolt),

ol

H 2a : A2 17kojol| A A13)7] &ele vk
ol A(+)2] oJ8kS m) 2 Ao|t}.

H2b: 7% Tkolold A13)4 ddie vk
ol A(+)e] F&= v& Zlolt.

22494 99

Berry(1995)F 142 A|l3zkete] 0@ 7]

b AAE Sl AFold An| el e Z4l
I 22 ARe dor AFEH Az =7
918l FolErha shdrh. & Morgan

and Hunt(1994)+= ‘123 2] 2 &)= wdho|
Ao BHEY 9 Al £pdtel gk &
Are g Aeof skt AL I AlEE

&ote] AF Aul=el g s 4 w7

7WJ— Acka & 4= gl& ot} dA o|F
, H23 AATFH2007)9] ATl ofshH
%4 7= 715A Aol o A 7|

Al
=
F=A 7IH LA, ELA7E BT 83l
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Tl #-871(1997)2 He3 &
A 7L )& ) 715H SHe o
Hol2 Holgm stgon, Ayt 3

o=
AEH S7E 27 2w Qe e A

o, & rfo au C

(o dr 5o oo S
k=)
)
>
>
oo
2
offt
N
N2 g

o>, o
i
Mo o ¢
dot
>,
o
&)
I
K-
o
o
o
k=
i
P
o
o

o
=2
o
o
o
=)
N
K
>
N
i,
eS|
i
2
rr
N :‘o
o
of
ol

(2009)= AW 7L AF2] 41y} 21K

$AH peles 84 14 879 394
At 2 ), 94 AH| o] F A AE ol
oia Salm A9l el ey s

FEFE A A & Aelth

H3a: 4742 agbolold] A2 sleje ws
o gL HAA £ Aolch.

H3b: )52 Ztedol] A2l slele o
o ()] FFL v Holct,

]

o
B
iy
o
)
flo
¥ K
&
kLo
}ll
oX,
k1
-3
fr &
)
N

o] A f|A| FAA S
ot 7] A gk AP A1 7SR
dejA] Fo] 544 9 22 BA
F3l(Peterson 1995), 7]YGoM =
AAAA7AA] A & A

o] A% A% A FAA U E7)s

v

rlr

2o

o N

H_]_L.

_E_Gé&'ra&

A S R )
fr & o o & o

=
O
-
ol
-/

=
4= 9ItH(Gronroos 1984). Etherington

Var(1984)+ &

5
HgIAL ARG Fash A7l

and

AL A€ 2] g8 A A

He| e FasH ek, ¥

B4}

2 elgha selth. olHd A Aue A
84 50l o8] 754 welrt & v 72
3 s BAA slgo] W] e A
Ao}, whel Al o 2 Ao A4S Hal
St 8791 A4 Bol} Be5E AN
e w449 Bee FReTD B 4
SIT}. wed A ol AAA slee

H 4b : 7)552] argefollx] 73A12] &lee
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22 Fgolry, o]t dlEE A AA AlF
Lo 2 M (Peterson 1995; Gwinner et al, 1998)
aAo] AFF MU= Q1A of Hehv]§
I 2 v AA A gdol o5 nAHEL B
£ A @ 5 ekl sF3lek(Williamson 1975).
Etherington and Var(1984)2] ol 23] H]
2ol B Wl 287 5719 2 A4S T
487 87 75H Dot g uhe 34
299 el & Assing 2% Fag
HES Rolch, v gAY A 1A ] 2]
o) B ARE S WAL YA 2 1
of 7% $h}al E ufj(Fullerton 2003), 2~&7F
o elgt 713 A 47 A o} w8
W Aelgs 2o wAS sl 715
o] B} a4 9o o 34 dFs w3
Aol

i

d

N

H 5a : 3742 agte] oA 3] sgle v
of A(+)2] 3 v Aol

H 5b : 71552 aate]ella] 1743} g2 v
of Yk nIAA] Z& Aot

2.5 317 PE3 AT) =

2 w3 2 A BEAdE TR
ZH:rLUH oj=&= FuAlE A Zde}t B
ai] of wheh 7ol & Al Fol thek Bt 2H
HHOliver 1980). ATul] oz BA:M=o
3l =459 vz Jdogs Brdcs
A AFE AR A TEa
oF kth(Yeun and Wyer Jr. 2005). Parasura
an et al. (1991)2 &A 7|9ke] o|3}e] vk -

n] 7hs7gd o] QItkaL e ik, FEgh Al o=

r1r m>

v 1] BlE FAEel= T2 JidelH,
FAol 2 Aok WA BA7E Aok w
g A e A 71UE dAE A4
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o
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oX,
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)
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froje} 7154 azkelol 2
of WEe Akl oo

4 Zolet,

—r
i
el
K
)

ox!
X
o
o2
oo
fllo
=)

vV, g3 2d

2 d7ME A, aAlEE o] TS A
24 oilE“ *‘FM e, BAA se, 173}
&= 8k 7%7%54 & 7#1—81191401 2o
i 7 EM xH%lvH o=
B, FA, o] A Jr%}% A o] gk
o] A 1olsl 75H w5t
24 a7t JepeAE
Ag Ao olgd 27¢k dFes Ed=
(O D22 AT B L A St

th Symbolic
olvement
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L AR L o

& ATE flste] 4R A THAet 71w A7)
A& FAlel 7L ekl Az e a17hA
of Zen|Q] HAHE ool R Fxo
T TUAES dde R 24 skt B2
o w54l uhe 7lsAel =i ARle] 7}
A mye w2 A =R w2 AFelH,
o BAE & arpAe] AdEs Bileg,
SHIAZE AFTFY A ] AFe R

L
Qo] B Aol 71 AFairtal deakdrt,
olg]gh o o] Aee B o] Hzo] gt
ofollA] A Hele} 753 Fefol tigk A
Tdog AF i Aol 8L Felst
Ak, B AT TR AR A FZ

=
N &5 AF Zejulg] BTEG A G
=

[}

= 4
o Heks FE317] ffsto] A& HAlA A
ol Heks A9 AlzleH, 1do] o] 1%
A ez SA skt 3 s
ek 22be A HHolA 1 BA Helrt
2 3 Qe Wb /7 BHE A AF
Ao g FAste] FE5 AT

3 % 39378 BEoR BAS AAEIT
2 A7 A adeist Ve axtede]
HE Feke] A7e] doE mEstolol 8
7] Wil A a7t 7)1 AR
o dEes =2t Vs adert
A ndeEn JfHoeR w2 Hds
FE87] Sfste] A el V)5
aFAE vholYA()ste] G A 1
A7} 71e A ade] B JrfHo s e
oI, S 7l E et A v
of Hr} ez w2 fdos F HAds
Urleh, ofml 0] #t& Zhs SAHA S4F
T ot B 52 = AgH vl
FlHE o= ALA7IaL HE 33975 £ AT

of AR 3FSict, Aol 8-
A BEGE2 FR)E A4
(39.8%), &IA} 20478(60.2%) 2.2 YEFEO H,
AFHZE= 20th7F 2478 (7.1%), 3007} 681
(20.1%), 40th7} 1311 (38.6%), S0th7} 957
(28.0%), 60Tth7} 219 (6.2%)2.2 TAE
o, A5 2009 IR 18¥8(5.3%), 300%F
A ugk 169(4.7%), 4009+ ©]Tk 507
(14.7%), S00RF w9k 4375 (12.7%), 5007+
o]} 2117(62.2%) 2. 2 JEbITh ujge] o
£ 7= 19 1099%(32.2%), 2 939
(27.4%), 31 7278(21.2%), 43 627 (18.3%)
° 2 Yepton, 149zt vig-S sk 35
= 1~23] 1199 (35.1%), 3~53] 1477 (43.4%),

(m 1) ma|njg) 2Hs o

o
FT

H
[=
o

oI, &5 U0l7|, d=, d2E Al BIE, OofCiChA, A2flol, HE, =2y
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(H 2) H29| 1M

H T = gl = H| E(%)
A = 135 39.8
o 204 60.2
20CH 24 7.1
30CH 68 20.1
! 40CH 131 38.6
50CH 95 28.0
60CH OfAt 21 6.2
2000+ O|gt 18 5.3
3002+ OJgt 16 47
245 4000+ o|gt 50 147
5000+ Ot 43 127
5002+ 04 212 625
1A 109 322
01272t 24 93 27.4
3 72 212
4 0l4 65 192
1~23] 19 35,1
1 ohE s - 7 434
6~103] 64 18.9
103] 0|4 9 27

6~103] 647(18.9%), 103] ©]’d 9v4(2.7%) 2
2 Uehsitt,

B oAqe] SAETR ARESE A9
HFEL 7|E AFdA & shden 27

et al.(1998)0] A|AeE AL3] | Al 4, HA 4,
aAs} el Y7kA] WeE 4 sl AR
3k o]87], HAWE o} F¥H(2002)2] =4 I

=

Holw FEI} 925(2003) ] FES 8
Tl SHA JRpEERdar, A #dEs
Laurent and Kapferer(1985)¢] #o% 313}
Bhat and Reddy(1998)¢] B= 37 &+
= &83to] A A 3’&045 42, 7sH B
ox 453807 k. w=ELS Dwyer and
Oh(1987), Gaski and Nevin(1985) 123l
Homburg and Stock(2004)9] AT=2XFE 3+
T o] 5Tt AHEE s 888t 3%



A0fAbm} 2u|RE 20N B si=jo| X{TOf ol=of ojxle @& | 139

B4 AFEElg e, ATl o =+= Putrevu et
al.(1994), Boulding et al.(1993)%-2] <179

A G SATE F 335 25 Sk

=
=2 FJEEL SPSS 18,02 A3, B
A 9lFE mdd glo] FAE A (PCA
A 7}

prisciple component analysis)< %38} 27}
34 VarimaxHS AR SFlt 74 A

F5e] 19 By WAE SIste] a9l 2
S &8 akglom, 9l F= FA o dofA
a-Fgk(eigen value)S 7]EC0 2 &85}
Hop & A& 89o® = st
B a0l Wl A Qe
olr 7] 98 Z+7zte] Cronbach's oS #|A]

fro1x M

—_

(A

shaict. o] Il 7eH e R 5
I 43} Fe 17 9] o] A A =HArk o
Mz Z} HE3E9] Cronbach's a s W
07910014 =& % 090622 0.7 o]
(Nunnally 1978)2t} =7 Yo} 25 U4
P40 Qe Aoz e

o B

]

mO

2.1.1 7157 Bo] o 4794 Bel

ga A = ¢

(B 3) 2= 0! A Znt
N
= = S = oto|Al Zk .
ESEIPS 5t =2 1 > (e Cronbach's «
APEN .864 1086
AEfp .861 .003 325
APR| X 1} )
geHad AER 849 -022 (46.52) 20
o33 .842 097
715 .000 872
7S] 7152 -.093 .847 (7282;3> .845
7153 246 747 '
(H 4) DHED}F JHFO0 9o olsAM g}
- _ 2 ¢ oto|Al Zt \
XA 5t = 1 . (_',—_&I,ﬁé:) Cronbach's «
KHLOH .893 163
o) o= xHEOH2 .866 324 (633;861 2 893
THTLOH3 .832 340 '
=S 226 .886
- e 2.01
s o] =] 222 .881 (8131) .869
=3 352 778 '
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A3} (& 3) ¢ 2ol BE 5 B0 2719] & 2.1.3 BAEE
ol AA| == Ao =2 et weba] 89l
12 3H #o, 82 2+ 7|4 #o=2 & AAE Y o] S 2 F 15 FE @I
g FUHAR FEe AL AEE] B A& AR S8k HAA ]l #A 0w
kot s FAE X (PCA: prisciple component analy
sis) S B3k A7} 72l Varimax®FH S Ab
2.1.2 93} ATt o= S35}t L3k (eigen value)S 7|Eo 2 1
Hop & A& 89002 FZ 5k3aL a2l AA)
AT Gl P2 3 FRA 9E 3 FRe] ol 05 ool R frel@ Aoz 1F B
S5 2342 423) 98] Varimaxel €13 8] o}, (E 5yl mi vhek 2ol el aele
BAS ANSel O A% (E ook 2ol B 2 Ax 5t 19902 154 A9 3, 2
£ 9% o] 7o) aolel 498 44 HE  acle AA4 g $= 30018 A4 8
Ao 2 e, goz 4gqle wAs Ago ey acl A7)
So| 2F 05 oo S EES Sud

EXHA | ZX5H LM Otollgt Cronbach's «
1 2 3 4 (SR
AL&13 .897 - 022 205 076
AFB|= Atsl2 .839 —.088 052 .041 5.18 879
5l Ab&H .838 068 222 159 (34.50) '
=i 739 .069 315 122
A1 -.020 .848 049 .079
AN 213 — 006 .830 1091 172 279 g6
Sil=Y A2 1020 .824 135 149 (53.10) '
ax4 .020 .808 152 .020
Al2l4 097 113 .820 151
PSEIES AMzf2 307 130 749 142 159 o
el Alat 131 136 700 141 (63.73) '
Al2|3 241 072 670 201
_ inkipl 144 154 167 .869
ﬂéﬁf ki) 068 143 137 .866 (;i.z%) 867
243 136 102 301 .807
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o AAIE vle} o] AT L& gk a9l
3}k (standardized loadings) = 25 9%
o2 Yeht 5 e Aol o5 =AU

3. Q7ML AF

3.1 7}d Hla, Hib, Hlc, H1d 2] Zg% 37}

S EEEREEE EREEE ERR
A &, 24 aes B, A7) o we

o] Q17 FAE AT AT 2FE ASIH]
2J3] Amos 18 & A}-&3le] = WA 2 28
XS AAE e 2E o] 4 e A

H (maximum likelihood method)< ©]-&
ShTt, & Aol A AT 2P o A=
£ 2X% A3} 22=379.311, df=174, p=.000,
CFI=.952, NFI=.916, TLI= 942, RMSEA=,059
2 Ueht A 23 vwE s el
with 229 gho] f95E .05 olkelut CFI,
NFI, TLIZ} |9 o]*}o]ar, RMR9| 08 o]3}= 1}

Bt 2ol wwa At AAmel &

Y
102 Sl wt 7 M| HES ¢
of (29 28} o] ARAF 4 A=
A ERon, dFngda 2+ FzAset
Aol gk B4 A= (F 7)) 2k 7F
Ao gk TAA A AAE AuEd o
=7 2t
71d H 1a oA AHs]A] #A|E o] RhE(F
2AG=.167, t=3.740, p{.00D)e] F<Js A
()] FFE VA= AR Yelton, v
o] A7ml o|=(BEAF=.472, t=3.882, p(.
00Dl H(+)¢] FFE nA= A2 Ve

ok Zelu AR A gg o] A Tuf o el m] |
+ A BR(ABEAT=.021 t=.453, p=.651)
o= fFolakA] Al ekt ALslA &Eat
ATl % Atole]l fodhA] ek A= A
3|7 g|glo] Wl ¢bd w7 ETkaL & & Q)
thelgh2], AAIE 2009). 71 Hib 424 3
elo k(2 A|9=.386 t=4.296, p{.001)°]l
frolgk A(+)o] S mAE AR e
omn, mFo] AFH) JE(BEAF=.472,
t=3.882, p{.001)°l F(+)2] FF& nA= A
o2 yehytt Algd g A7) o =3k
o] AH AR (HZAF=.732 1=5.661, p<.001)
oA frefahAl veh whEo] AlE]A &lewt
ATl ool B vz E shSict. 7Hd Hice
AAA e DEH(HE2AG=.305 =7.197,
p(.00Del Folgh A+ JFE vAE A
o2 el on, vkEo] ATu = (FEA
=472, t=3.882, p(.001)°] B+ JF&
n 2 Aoz vehdth, BAA e AT
w o=zt Ay AR(BEAF=-121
t=-1.943, p.OD A F-ol5kA] ERt BhEo
A A e AT o 27 wiviE &
et 71 Hie 143} g2 WA 2 A5
=.236 t=5.807, p{.00D)°l )&k AH(+)<] o
Fg A= oz Yehon, nkgo] AT
) o= (HEAF=.472, t=3.882, p{.001)0]]
A#)9] JFE A= Zo = ettt A
2 gt A7l o =1te] Ay BR(F2A
47=-.096 t=-1,703, p<.0D) oA F2J3tAl e}
u ko] Aleld e A oo i
NS Bhs Ao YElT
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.66
Social
benefit =g
.16
Psychologi

Customiza
tion
benefit

a2 HAEA S S.E t—value(P)
DI (—— Al3|H o= 142 .035 4.107(**%)
o (—— A2|H o= .386 09 4,296(***)
OhE (—— XX 5 305 042 7.197(%%%)
OFE (—— 203} ofEd 236 041 5.807(***)
ol (—— BHE A72 122 3.882(***)
KO (——— AFB|= SijEt 021 045 453( 651)
7O (—— A2|™ 5= 732 129 5.661(***)
o (——— A= SijE — 121 062 —1,943(,052)
TH0H (——— 073} Sf|Ed -.096 056 —1,703(,088)
x2:379_3ﬂ, df=174, p=.000, CFI=952, NFI=916, TLI=942 RMSEA= 059
3,119 23 A5 T 23 b vl 2Ee FUs 4 25
£ zt= Y EF AAE nested HOE (F 8)
7] make] Bl 443 ASE Hske] T o] Axe} o] o 1 7b 2xjo] AES B
2N Y A e g FEAE & 29 vns 53 33l
wsith, AR, A7 2yl i wiv) =33 w7 mge] Hes &S A (& 8)
S i) RBE B RFOR A FE o) Axpe} o] &F 1 7F o7 5o zfpolgk
@ 2 vl Ekle v SR il e o] AGE Fo|ZHA)E V|Foz EAAO R

o
)

N
ol

£ $9)4 19ic. Selulal Yepto s A

=l A
(" 3), (O 4 lA B npel o] 7| m8)o] o rE Ao w B 2= 9}
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Repurchase
intention

ecanomic
benefit

Customiza
tion
benefit

Qg 3 g+ =28

- A= w7 AT fo S ASEI
fJ8te] Aroian-testg AASFSACE. Wil &}
T A4 &% as} bEAE F3 abZ Ao o
oh w=e] w7 &9 fol s 9
sto] wi7H &3} aboll thet zASS A8
ok Zgkel a=.0590A 1,96t A -1.96
Ho} zZtow wyjadrt sAKcR AS
t}(Baron and Kenny 1986). Z7H%2] &2
ofefjo} A},

Az

—_—

)

(0]

P ab
ab 2021 12021 2ar?
\/SE2SE+ Y SE +d*SE

Psycholog
cal
benefit
economic
benefit

Customiza
tion
benefit

Repurchase
intention

Qg 4) Y 22T oK 28)

E Aqtof| A Aroian-testE o]-g3}e] w7 &
o] o HAsH A S AS ¢ A
= (F 9l A A (F Dol e
ule} Zo| 7pA 1 o o] BA A

e whEof w7l EHo] AjFtu) o= 3k
< "3 Zlojgk= 74 Hla, Hlb, Hlc, H1d
BT =05 FEolA dAIAIQl 1,968 28
2 w7 &3} ab7} F-ojn|go] AT =AU o
2tA] A= a9} b7} Sojn|tar, w7l &} abr}
frojgto 2 Agtox w7 o] 27| Hlo
™, 714 Hla, H1b, Hlc, H1d® 2| %] F it}

(H 8) & o7zt 22 oi7f 2™€o| Hlw

Model df 2 Adf Az CFI TLI RMSEA
X O 2 178 43553 , 940 | 929 065
5 O B 174 379,311 4 56.219)w'55(4) =0.487 952 942 1059

(9 7Hd & o7 =0t AS 2t
EEE

A g= a7 wmEm Eam | Lo | @5
Hia AFB| & Si|El—)OFE——y IO o) = 067 088 2.804 e
Hib Al2| & SljEl——)0rE Y THTLONO 732 182 914 2.876 e
Hic ZXR 5E——) OFE——) XLl o) = — 121 143 022 3.404 e
Hid 7745} SEH——YOEE—YT§TOfelE | —.096 A1 015 3217 e
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3.2 AAY Y 9= A2AFY A=
71

7Hd H1el A
o] Fagt ﬂH7H s
Zre] BA s
theto] A aoiel 7152 aagtefol
7V H2a, H2b, H3a, H3b, H4a, H4b, H5a,
H5b, Hooll thdh B2 245 A8kl 7]
S a3 ET) Audoew
y/}aq 123 }\1-76114 _Tr_y/}oq E‘:]- A}EHXJQE

< B3] PAH Yol
42 e, we 7t
0] WEo] M)A Fo

o )\]'76 =

<
o
0

th(t=17.279, p<.001), wgbr 33
a5 7154 i a5 2

2
=

J
_Et
l-'O

T8 ARg-oll AgetAl ettt oful 2¥ 9
A= £7=135.005, df=12 p=.000, GFI=
942, NFI=,922, CFI=,927, RMR=.0024 & YE}
U A7 2ge vy Agsil et o
o] Zro] folgE .05 Ko} GHAl eSS

GFI, NFI, CFI7} .9 o]Ao]™, RMRo]| .05 o]3}
2 Ueht 2go] dukHor AHgtete] AT

Azl 2 Bt & 5 oy, 24 Ay
714 H2a$} H2b: AAZA ndo(B2A S

=.005, t=2,592, p{.01)9} 7|54 LHA(F=Z
Al4==.198, t=4.558, p{.001) 4] A}3] % &€
o] Wkl BT A (+)9] JFFS nA= B R
Ueht 7Hde AE =ik 7 H3a Alel A
a2 3 oo W nAE o
A2AG=.055, t=1.527, p=.1272 H]f-
o2 yepdozx A =rt. H3b 7]
A AT AgH Feo] vE(FR
AG=1.136, t=6.712, p<.001)] FJatA &
()] Y& WA= o2 et Ad =
ok A oA FAA &S W

5E.O
Fe

o]

(]

(F10) 7 2ol =4 U Halz

e Az A2~ t—value(P) d5Zu
AFE| T A EH
Hoa ST ARIT .065 2.592 (.01) RHEH
H2b Jlsn 198 4.558(**) ZHEN
AR T Xl EH
H3a PR ARIT 055 1.527(.127) RHEY
H3b Jlsn 196 3.125(.001) RHEH
i ] APRIT 004 .152(.879) XHEH
PFE(———ZXIN of =
Hab Jlsn 525 10,278(***) R EH
H5a o AT 775 24 631(***) by
PFE(——T1 245} ofEH -
H5b Jlsn -.023 —.685(,493) RHEH
i 0514 8.924(***) =
H6 Ko ele (———BHE -
s 641 9.853(***) RHEH

2
" =135,005, di=12 p=.000, GFI=942, NFI=922, CFI=927, RMR=,0024
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JeE v

38 Zolgh= Héas AE2AT
004, t=.152, p= 879 e I}, £} 7}
’d H4b 754 goior] AAA e gt
=] A& AlS=.525, t=10.278, p{.001 &
ofsA F(+)e] JEFES vA+= o= e}
e =k, 71 Hsa 2482 adko]ellA] 1L
23} de)e kol HZA4=.525, 1=10.278,
p{.001 2 frofatA] A(+)e] FFS vA= A
o2 vl A9 =Hlow, 7 H5b 753
Aol A A3} e o] FE A
=-.023, t=-.685, p=493 & H|f2]H o2 LJE}
Ho R 7P A9 HATE 7 HO6 VA
A Adoe} 7)5H Adoola BT dAE]
g o] k2 A7tul ool A ()] FFE 7
2 ot} & A HA(BEAT=.514,
t=8.924, p{.001)¢} 7153 AHA(EREAST
=.641, t=9.853, p{.00D)olA =F F-2J31A U
Efut el =9}, o] 2gk A Ad= (3 10)
ol AA =0} QAL o] & Fste] 2H o R Ve
W (2" 5), (2" 6) 9F o] qof Hr},

(

i

3.2,1 1@ Feo w2 24 a9 HAF

X?=135.005, df=12 p=.000,
GFl=.942, NFl=922, CFl= 927,
RVR= 0024

* —— Supported =----- rejected

(O 5 &8 nEoolM A Zat

38

4g ANl T mYe] B2AF) of
o

=

A

SR =R et 59 Wret 5 W
T Atolo| ARAGF Wk Wl wet
gebAcks 714 el AlekS T1ehA e 1
ok 2 Wil ofe) S ke 7}
gt FTHAICFRE o] AR EE ANt T B
9 7t P Afol S AT 7 AR
A oo} VA Adold g 24 &
7 Avg 2urw ALEE §e e 3
2 Abolo af(y)=6.994% FFHe| Hol= £

oJaHA vrebsit. AelH se s ko] 4
B 250)=6.9942 AFE ] 2ol FofsHi
uebsth, BAA sgs v ARe
(1) =69.8562 F-ol3HA hebsron, 15}
ezt wEe AR ay)

f

)=210.649= JTF

glo] ol frolatAl vebute. 24 23 =2
T el £ 050lM 2h))3.84 oS B
ANAOZH G A aEesl 753 oo
e 2HEIE AT =T ojsh e B
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The Effect of Perceived Customer Relational Benefit upon
Repurchase Intention on the Relationship between
Retailers and Consumers : Focusing Moderating

Effect of the Perceived Product Involvement

Sudong Lee®, JinYoung Park™

Abstract

Relationship marketing aims to raise customer loyalty, purchase rate, and the performance of
marketers by managing the relationship between customers and providers. Although much
effort has been placed on the relationship management for retaining and securing customers,
the relationship management needs to be improved in terms of the format, the type, and the
value of services and products, It is crucial for customers to recognize the company’s customer
relationship management (CRM) strategy. Note that only when continuous relationship with
the customer is obtained, firms can increase customer loyalty and lead to repurchases without
sacrificing costs, Moreover, as service quality increases and product uniqueness declines,
relational benefits becomes increasingly important, Although many studies have shown that
higher relational benefits facilitate improved customer loyalty, how much do customers
recognize the relational benefit? Our study explores how customers experience and perceive
the efficiency and the effectiveness of the relational benefits after making a satisfying purchase
of services or goods. We examined the direct influence of relational benefits on the customer
experience based on two potential forms of relational benefit: functional involvement and
symbolic involvement. We also aim to understand the influence of relational benefits on
consumer repurchase intention using an empirical analysis of the two forms of involvement as

the moderating variables.

* 1st Author, Professor, College of Business Administration, Kookmin University
** Corresponding Author, Ph.D Candidate, College of Business Administration, Kookmin University
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1. Research Model

Based on theory analysis and hypotheses, we constructed a structural equation

model, The research model is shown in Figure 1

High Symbolic
Involvement

Social
benefit

Psychologi
cal

benefit ‘\
S

=
| > satisfaction
o™

Repurchase
intention

economic
benefit

Customiza
tion
benefit

High Functicnal
Involvement

{Figure 1) research model

2. Hypothesis Development

2.1 Relational Benefits and customer satisfaction

H1la: social relational benefits have positive influence on repurchase intention when they are
mediated with customer satisfaction,

H1b: psychological relational benefits have positive influence on repurchase intention when
they are mediated with customer satisfaction.

Hlc: economic relational benefits have positive influence on repurchase intention when they
are mediated with customer satisfaction,

H1d: customization relational benefits have positive influence on repurchase intention when

they are mediated with customer satisfaction.

2.2 High Functional Involvement and High Symbolic Involvement

H2a: social relational benefits have positive influence on customer satisfaction when they
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are associated with high symbolic involvement.

H2b:

H3a:

H3b:

H4a:

H4b:

H5a:

H5b:

H6

social relational benefits have positive influence on customer satisfaction when they are
associated with high functional involvement,

psychological relational benefits do not influence customer satisfaction when they are
associated with high symbolic involvement,

psychological relational benefits have positive influence on customer satisfaction when
they are associated with high functional involvement,

economic relational benefits do not influence customer satisfaction when they are
associated with high symbolic involvement.

economic relational benefits have positive influence on customer satisfaction when
they are associated with high functional involvement,

customization relational benefits have positive influence on customer satisfaction when
they are associated with high symbolic involvement.

customization relational benefits do not influence customer satisfaction when they are

associated with high functional involvement,

: there are no difference in terms of the impact of customer satisfaction on repurchase

intention between high functional involvement and high symbolic involvement,

3 Research Methods

3.1 Data Collection and Study Subjects

In this study, we conducted a survey targeting the customers of high-priced golf apparel with

brand names that are believed to have both symbolic value and functional value, We collected

450 responses and excluded 111 in appropriately answered responses, resulting in analysing

339 responses.

3.2 Analysis of Measurement

We used SPSS 17.0 for analysis, and for exploratory factor extraction, principle component

analysis (PCA) with Varimax (orthogonal rotation) was performed, We evaluated the validity of

the survey instruments through factor analysis, and factors with an eigenvalue greater than 1

were extracted. To check internal consistency among the extracted factors, we computed
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Cronbach’s alpha for each factor, Cronbach’s alpha for each variable all fell within the range of
0.791 to 0,906, confirming internal consistency (»0.7) (Nunally 1978),

In order to assure the wvalidity of constructs, we implemented Confirmatory Factor
Analysis(CFA), using Amos 18, The resulting goodness-of-fit statistics were CFI=0,959,
NFI=0.913, TLI=0.952, and RMSEA=0.048 (:*=572.34(df=320), p{.001). The fit measures of the

whole constructs meet the recommended levels and their loadings are significant,
3.3 Hypotheses Testing

3.3.1 Test of Hla, H1b, Hlc, H1d

We tested the effects of relational benefits on customer satisfaction, using the structural
equation model (Amos 18). The following table 1 and figure 2 show the results of the

hypotheses testing and model estimation.

.66

Sacial

benefit RN
.16

Psychologi
cal
benefit

39
economic ;
benefit

1.03
Customiza
tion
benefit

T Repurchase
satisfaction £ 5
intention

1’2:379,311' df=174, p=.000,
CFI1=.952, NFI=916, TLI=942,
RMSEA=.059

(Figure 2) Result of Hla, hib, Hic, H1d

(Table 1) Result of Hypotheses test

Hypo— effect test

thf;es Path direct | indirect | total z result
Hia social —)satisfaction—yrepurchase 021 .067 .088 2.804 accepted
H1b psychological—)satisfaction—)repurchase 732 182 o4 2.876 accepted
Hic economic —ysatisfaction—)repurchase —121 143 022 3.404 accepted
H1d customization —)ysatisfaction—yrepurchase | — 096 m 015 3.217 accepted
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3.3.2 Test of H2a, H2b, H3a, H3b, H4a, H4b, H5a, H5b, H6

We divided the hypotheses, H2a, H2b, H3a, H3b, H4a, H4b, H5a, H5b, H6, into two groups,
one with high symbolic involvement and another with high functional involvement, and tested
two groups of hypotheses between constructs in the research model using the Amos 18, The

results of hypotheses tests are shown in table 2 and figure 3 and figure 4,
benefit benefit
055(127)

Psychologi i Psychologi 055
al ] 841 Lt 5140
benefit Repurchase benefit i T Repurchase
Intention 3 intention
525(*%) 004(879) _ .-
eccnomic A economic [
benefit »7 benefit

L98()

.
-023(493), 7
i
Tustomiza™ » 7 XE=135.005, df=12 p=.000, Customiza ¥=135.005, df=12 p=.000,
tion GF=.942, NFI=922, CFI=927, tion GFl=.942, NFl=922, CFl= 927,
benefit BMVR=.0024 benefit RMR=.0024
* —— Supported ----- rejected * Supported ----- rejected

(Figure 3) Result of high symbolic involvement (Figure 4) Result of high functional involvement

(Table 2) Result of hypotheses test

H — t th test
e Path Std. pa t~value(P) es
theses coefficient result
H2a _ _ _ _ symbolic .065 2592 (,01) | accepted
—— 1 satisfaction{—social benefit
H2b functional | 198 4.558(***) | accepted
H3a . . . ) symbolic | 055 1.527(,127) | accepted
—— | satisfaction(—psychological benefit -
H3b functional 196 3.125(.001) | accepted
H4a . . ) ) symbolic | 004 152(.879) accepted
——— 1 satisfaction{—economic benefit
H4b functional | 525 10.278(***) | accepted
H5a S o ) symbolic | .775 24.631(***) | accepted
————— satisfaction{—customization benefit -
H5b functional | —023 | —685(.493) | accepted
) _ S symbolic | 0514 | 8.924(***) | accepted
H6 repurchase intention{—satisfaction :
functional | 641 9.853(***) | accepted

2
2" =135,005, di=12 p=000, GFI=.942, NFI=922, CFI=.927, RMR=0024

4. Conclusions and Discussion

In this study, we have presented that after customers make satisfying purchases, their
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perceptions of the quantity and format of the relational benefits provided by a company differ
depending on the extent and the form of their involvement, In general, the relational benefit
influences customers more strongly under the low involvement condition than the high
involvement condition, Moreover, customers perception of the relational benefit with regards
to the social, the psychological and the economic benefit was enhanced under the condition of
high functional involvement, This suggests that the relational benefits provided to the
customers are accepted in different ways depending on their extent and the form of
involvement. Social benefit perceived as the relational benefit equally under the condition of
high symbolic involvement and high functional involvement has a consistent interaction with
customer satisfaction. Customization benefit influenced customers’perception and customer
satisfaction only under the high symbolic involvement condition. Economic benefit influenced
customersperception and customer satisfaction only under the high functional involvement
condition, This suggests that the relational benefits provided to customers are accepted in

different ways depending on their extent and the form of involvement

Key Words : customer relationship management, social benefit, psychological benefit, special
treatment benefit, customer satisfaction, repurchase intention, symbolic involve

ment, functional involvement,



