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(Eisingerich and Bell 2008; Palmatier, Dant,
Grewal and Evans 2006), o]o]] AJ8] 2~ =) &4}
S S AH| 2 wak ol thepe R
AolA AFFoZH LA
7149l $712 Aet7] glahe] welgie,

SEAIRE, MY AFAE DA kst
Y-S AT ASFoNE 78t & $HhH =
= &9 AdE 3AVF FEHEE B E

Z PA37|= dlt}(Johnson and  Selnes
2004; Price and Arnould 1999; Kim, Ok and
Gwinner 2010), AA| =2, |3 Wl 9 7=
A} RS L AT, B3AA o) 39
Suue de 5 ohera sEe w4
FHole BPEIL o5 o)l S
@ dsh= Asfst
2013). olx= A NA A H= vt &= o]
WrEA] a4 A71H AAE BAdshe A
obym, F7H4<l viAE =2o] dashS ¢
H] gk},

71E ATES A AlEAtet A 3
A7 BAR e 2T AEHA TS
A EdEfol 32 Helal gl=dl(Dwyer,
Schurr and Oh 1987; Eisingerich and Bell 2008;
Morgan and Hunt 1994), ¢]+= A&7} Fit5
A 92 A71H A= v H1E e 9]
Eol 744 S v Bk ofye} o] &

e Yok Hl-o] A~gEr] ujioltt
(Crosby, Evans and Cowles 1990). w2}
aATe] F7)Al A PR 95 Au s
ABAE AT, T2 A 2o 57

A HES Alsete xS o, L Ee] A

mlo

3t} (Consumer Times

¢
Lo

3t} (Mattila and En
2000),

WArAE e Be HYATEE 1Az
1

z 2002; Menon and Dubé

54 ﬁ‘ﬂ%-% ‘51‘3]57— olFo] AlFe} e &
A e nA= G F2E 2H]S w5
o] gk} (Coulter and Coulter 2002; Eisingerich
and Bell 2008; Henning- Thurau et al. 2002;
Palmatier et al. 2006). & &1, A =|HAE
P8 s Q1o g BAF e
& (Henning-Thurau et al, 2002), A% 3
go] mAYTst 71943t ol vIAE FF
I} e AFEo| ufE 2 Aotk (Palmatier et
al, 2006), oElF ATFES nATe] H714
HAE FAsk= ash 8QIES Helal o]
9] d&-& 8= T vl 7HA de AT
AARE2 AL gloy 3 7HA A S
7FAAL Qi

AR, AAET] F71H BAE 218 A4
= AFAZE A M| zef RIHA Sl &

AlZ &® (Henning-Thurau et al, 2002)& 3L
Aol AgsHe BN 4714 BAE D
2 g AR Mol 0ed (et 3l
o AAR 3AA dEe Asdtete ZE
aMEo] F7NH BAE FHHA Re A
3] JdAH o =Rk 2]

A2B = 7hs3ht A8 T2 A 20 23)|A]
% b5l de F oA detasiel @
A 938k = 9t (Caccioppo and Gardner
1999). wetA #AA seS 8l Fr1H &
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A7 FAHAT S B 944 AUZ
wol Agalthie w7 olelen weha o
E AYUSZ] A& E 7HsAE s B
otk 2.

A4, AYATES BAF Fgo] 1A
AWz AZA e AN DA B
SHe MRS W Yok, olsh At
H FAYHA] &A% (Coulter and Coulter
2002; Henning-Thurau et al. 2002), ©]= ¥
A% sde] §Eo] wA vz ATA
she] WA VAE Gaol AHo]) whe
olty. & Eol, LA 7HAEAR 22

FAH dEg AT FAL B 0% A
H AFAe] @A Bl 3HH I
& v, AT A AFALY S

o= J&FS PIAA] = Aolth(Henning-
Thurau et al, 2002),

P DA S Mul s AFAT} AlFst

= thgst slg o Hato] ofmt AlelA wkg
S A7k aga aAEe] gt FEs
AE ko= B et 714 #A 4
o] HA] gF& o= FAL7}?

oef & ATolx= olefgt Aol ek
gog uo] AZkst F7H(empathy)S AA]
sfarzp ek, o] Azbek Fhe AHl = A
AollAl AMu|= AlFAE e S ol
stels = tigk o] A|Ztoz M, Ay]
2 AFAtet 4 ko] AH BAE B33}
+dl 583 93-S sth(Gabbot and Hogg

2001; Wieseke et al, 2012), =, 3732 241
3} ERel be] HEBAZ ehele] BRIA of
sl eld Bgoe, Bele] A2t

AYe Aol ZR AN WHe FFL

AgeE Aol Elelel e BRI A
o]z} & 4 tk(Kerem, Fishman and Josselson
2000, weha] A gl AlHl 2 A FA2] 94
Shell okt AAIE 3
o the el ws 2 BEH wgol gt
AFE = Aolth(Wieseke et al, 2012),
£3] 44813, el Sl 7jelst el 7
o BAF Aol 2ol F7re] Tl Bako]
Ao}, ARz FE AAnH
g Fokol|Xe o8] n gk AFolti(Wieseke
et al, 2012),

web B el A AFAe 1
2ol G714 ol dEak 221el 219
= 3170] Qlof Aol A7k
Hato] dopr 14} gich, 2 AT

< AAFa, P T

o] FASLL 2

‘I"

LTV_
[}

lo

2
< glsparat g A, %%‘94 —Er 7}A] 2}
Qo] Aol mx= dFFol dale] At
olE T3 A AAH - ZMH FHo] A
A= Aol ojufgt JFFE A=AE A
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Wi sh A Agstast gt
B AT A A FAeh 1 7he] Az
Aol QAAH Qo] AT o] FolAE
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Aol ollgt AMZA a2d oM T 713t
}5) A} sk}, ek A H) 2 A FA)
A #AFEE Hste] oA

T A

O|2H HiZ

2.1, BAA S

BA A &8l (relational benefit)& 7137} 1
7 3be] BAB ) Sure] Hi BARE
Ao H F2 B2B A =2
of ALouh, 19908) FUHEE Au| 2 ]
oA LAY o2 FjH o] Hrh(Bendapudi
and Berry 1997; Dwyer et al. 1997; Gwinner,

Lo

Grelmler and Bitenr 1998; Reynolds and
Beatty 1999). #A1% dlejo] 1A e] Fdo =z
ek o] Xl o] fy= A} Mu| = Ale AR 7F
o yg) WAeR A% rAE BE) HEA
o] 9z A2
al, 1998; Molina, Mart i 'n-Consuegra and
Esteban 2007).

AAR e s AFASL DA
3} 222 Y4steln stz ol 1Al
NE)E Fate] SAE2 Wik ohe} F7b
A dele.g BAA AL AT 5 Qo
71thel7| wjE-o|ciBendapudi
and Berry 1997; Dwyer et al. 1997; Gwinner
et al. 1998; Reynolds and Beatty 1999), &
E0], uAF A F BAE FskaL sle A

= A LA F23 E5E AT

7] wEo]tH(Gwinner et

w 7Y 3k o]

et al, 1998; Henning-Thurau et al, 2002), u}
2ha] Al Au| a7} eekA] Tl AfH]
= AgAE A Fag aAH dYs
Al gohd A &EZR1 AAY o]fA7| = g
THGwinner et al, 1998).

Gwinner et al, (1998)2 &A1 4] 3&-& ‘3117
o] Muls ATAte] A4 A FAT
24 82 Al o)8] ZvhHo e Ag 5
= Ao Adskaa, naze] 4717 21
HeAE FAe] AsAE waEe] 275

= 24 deel g Belt Bage F
shSitt. ololl 1= #AA Y F3 S AHEH
&) &l (social benefit), 412] &€l (confidence
benefit) 12]31 EH )¢ & & (special treatment
benefit) 522 T3}t

ALElA g aizjo] MulA Al Abete
AE EBalo] U7 == 2 E = (rapport) 2F

Fe A fdE Al €2 7 e dES
ﬂulﬂv}(Bames 1994; Berry 1995). o] 21§k A
8% sele wajo] Aulz ABAske] AL
4 goizke Az goms A&Hsl B
AZ FAEH = T2 23tk (Bendapudi
and Berry 1997; Gwinner et al, 1998; Reynolds
and Beatty 1999),

A Fge ao] Auj= Fajet A
sho] Galo] F53 A9 Au| AlFAte <
= HeS ou|sl=d], Berry(1995)= L
Wo] Aul A BA A%l Az BAE
Fgahs 1 2 o7t Al ol A

dee Zadsled gee A4S of

o



MH|A S5 AtelollA] 2 5243t Alz|ofo] BAlof lojnZ Z2to| &gt | 223

)
=

gy
ol
oft
o,
2
2
5
o
=
=}
D
95}
_
O
\O
R
oY
g
)
=
—
O
O
N

3} 2 Y (Henning-Thurau et al, 2002;
Kinard and Capella 2006; Palmatier et al,
2000), HZ E0] A3} Fe] #Al o]
AA seel wh2 aA o A A =
HEE7HAl I S SskaL jlo] ARl AlE
Alol] thalk &A% 8P Q] (Kim et al, 2010)L} AJH]
2= Al Fell thgk 3479 A1ZHLim 2008) 5-& A
gele MAYEe s 285 3l

oJFH%, MH|XA AlgAtet ML thFd
dAA e Algsta e, A
HAE FASFL st (Gwinner et al.

1998; Henning-Thurau et al, 2002).

-

e, AeE BF, 84 5 Rle] o
Fe AF12 FFE W) SJste] Aelst 2

ofellA] F2 AREEIL U= o] FFolnt,
TS BRI & BEs B A B
27 &7 H+= AA A G(emotion contagion)
NAFE ThE AlES Tl e o
271744 qF v = AREEIL Qe v,
I Aox tpeFsith((iE 1) Fx). H|E A3
ATEo] Tt FH=E TS Fllgn

AANE, ol& A AAAH  FFH(cognitive

empathy)¥} Z A& F7F(emotional empathy)
o2 uro] AuE 5 ItH(Cox et al. 2012;
Davis 1983, 1996; Wieseke et al, 2012).

JAAA e el H e 7<)
of AH FFolA oldfidh= 5 (Hogan
1969), =, el #olv s FHel
B (perspective-taking) © 24 Athute] 7H4
o} Qe A ol SeHow
A o] At}(Barret-Lennard 1981; Bernstein and
Davis 1982). QIA|Z &7ko] BfRle] ¥ ellA
ofgfigtth= HellA, I A= vhEol&
(theory of mind)o] &A3lc}, wjL-o]|Zo|gh
EfQle] WS uhdll, ojmo} e nly HHE
FE3te] olsfstel= 58S Y =rHShamay-
Tsoory et al. 2009). webA QXA F7+e A
el Bl U +astel el
W4, A7), E7), 57 52 olash el
2} & & th(Devoldre et al, 2010).

RAH e Auie) BAFEE el
o ARG THEE Aoz Ho=v)
(Hoffman 1984; Mehrabian and Epstein 1972),

734 d#(empathic concern)e} FA A A

AN

(emotional contagion)< X&3}3l tH(Coke,
Batson and McDavis 1978), 374 d8+= 7}

Qlo] A4 AR AL oA, EAH
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(& 1) 340l aer Chet Fol
VSN, g9
Domain: Psychology
Barrett—Lennard(1981) EfQlo] otdnt HHE YNBSS tfe|xez Best= A
Bernstin and Davis(1982) | EfQ1Q] ZA&l0f Ch$t QXX BtE
Coke et al (1978) Efelel gMZA=ol tist the|™ A SiXIEE Y3t A7 K= %2
Hogan(1969) EfRlo] OiSS Olsfistn &ald & U= 58
Mehrabian and Epstein(1972) | EFQIo] MAZElE tie|xoz Zgla 4 9l= =&
Domain: Marketing
Aggarwal et al.(2005) Efelo] Zelste MaZ0IM HEXMe= BEY 4~ Us 59
Argo et al.(2008) EFRIo] HMA-l2|A MEIE Oloiotn te|Hez Ay 4 U= 59
Comer and Drollinger(1999) | HO{R0| TIZHO| UFOIM 421510 10| Lr7l= 280l Be & =+~ Ue &4
Dawson et al (1992) 40| 415 oldllote 1HH
Fisher et al.(2008) Etelol otgofl et 2% Bt
Giacobbe et al (2006) TOf0| 2ol FoIM e/ ZdHA MEE oleie +~ Us 59
Homburg et al (2009) Do AHONM Ol & U= &=
Wieseke et al (2012) Efelol M2t LZlg Olsist Efelel ZHEM dds dRY &~ Us 5¢
ol Aol Al AL Heder  mEA dFo] FaAEA 7Eo] Ywtt
Bske S gt ol T4 Al A4, ol¢h= R E 23 3= Al 2
ERQIAIRFA ] v, Bkl ok, A T2 HAS wl A= o] a1 7]Ee] FokAl=
B2 84asd Bdo] o oetFol4] S Tt
2 olne Fdeg #EFh(Batson 1991; AMA s7te] el AAE Jhelel A
Buchheimer 1963). Aol AAAZITHE el 2 71 Aol Al
ARG ddde] AMFTS Ziehe o] A (simulation process)o] &)}l
}4& B3 FAAME TR e Tt Aet. AlEH oA BRI vk FEE A7)
(Gladstein 1983). =, 7Rl o] o] d=o] 25l e] w2 e of AX|AIA FEE)] F o =H
v, 53l 55 B FojXHola AsHor BRI AU E Rtk As deith w
I 35S 2 (automatic synchronization)s} 2 A A Fols Ao AMAES
Al H=l, olwl Fehe] A7 FfRleA A 271 A3 AAAA elH o dHE A
dEe AL ov)ghtk(Davis 1983). 7y, AstAY ek solst & & v

Ageipgel AZe HAS Su Yo AE

(Davis 1983; Wieseke et al, 2012).
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ols o] B7+& A E XA 4
=
B

il

Hog AHeofstar
Fishman and Josseson 2001; Wieseke et al.
2012). olZ £, Davis(1983)= &3-S it
o] g % A& FHalE= #&(perspective
-taking) S8 71AA A &) ol Eo] H]of
B A (fantasy) 3 22 QA4 &t
ofUe JE 2 gshe B

ote] 7Hgukg-oll tigk 7)Q1A aE-(personal
distress) 2] AA]dk-&-

thH(Davis 1983; Kerem,

Mu| 2 Al g et 1A 7he] A wetolA

FHE AL AATF Wieseke et al.(2012)&
s e Az S olsgh= <l
A S g YA E tejdez A
oY TF T e BAH SHEFT £
#ato] AFofstglrt. 53], o] dA7tellx= AfH]
= A AR F3E A H| 2 Al Atel o)
BT AEE BFHA], Bl AlFATE L7 e

47, 274 54 olshatm 1o NS )
Hoz APSAY BHeks Aol Felat
A7} mashe] B

Be glatel thret welo] Waghe ofnjd
o w2 & ol %7.&% A 2

Q9 ojela Fael R0l A0 A
84 %o olWd IS
ahol AAATEE Bl A vjIB

=
=
FAshet Tad s i FEEl

2
o
SL

o= F7to| 82 vh&(adaptive response)
ZIAFS] 2] 85 (prosocial behavior)& &%
A7 4 Qe Belom 2aa] ueln
(Wieseke et al. 2012).

WA A H e AunE, 2 A
Wl ol Atel A2, 7 5 ol
Sholl whet ddie] wkg-o tigk & Es F
7H A Hakansson and Montgomery 2013).
olell 7H¢l2 ”T/H“o}o] A= wt

r]

—E—Yl

2
i,
4>
0,
ﬂE
[oN
(@)
=
B
S
(@)
&
b
T
2
[
of
N
3

= it AME EHF/V#Q.

43t whel Adidbe] ohda BAE Zx3]

7lEe olgtdel H7E $IA7IA "ot
<

(Batson 1987), &3], Athulo] EA3}F 243}o|
U AR 2 It 1% WAL QlE AAEE Tl
olo] A Hopd, Ath-S =olFeE 57

7F FAHAL A=, A Fes SXATI
Al ©ch(Coke et al, 1978), wahA] &
el gk olsfiet el 8AE Fd el
g Aole] AlwA, P=A ukes zA
UTH= HollA] i AAAF ol S8 81109]
g AL & 4 Jdok(Preston and de Waal

2002; Spiro 1992).
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wol thg 3ol Fasta Au|s AF
Aol hSE Wgol F7HgoEH AU AT

|
Aoke] AA GGl 9ol Fadt 8Qlow %
S3CHGwinner et al, 1998; Henning -Thurau
et al. 2002),

et al, 1998; Henning-Thurau et al, 2002), ©|
o BaE dgoTEe v 2AH A9
o ABRGhT AR AT AB)s F
& BAFoE WleL, Az ATA)
714 A F st Gk s
tH(Henning-Thurau et al, 2002).

AT P A APES vl ATAE
o] vkt dAA S AlEsttete 7
4 BAYHOR ololAA e B9 A
3t 38tk (Johnson and Selnes 2004;
Price and Arnould 1999; Kim et al. 2010). 0]
= e AelHel SHoz cdske] S
o AelA AT A5Hel BAE Ao
&= o]f-%= 9l o} (Price and Arnould 1999),
W4 sge] acle] a4 aish B4
LaR TR el ETetaL o whE
FAA HelureE 94 argiked 1
o]-f-& A &3l AtH(Kim et al. 2010).

olgfgt Sl F3Fo] @Al wi-¢-
FA-2(Wieseke et al. 2012)
A2 A BA S 17 7he] A2 HAE 9l

o

0
fo
o
fo
B
R
[‘ F
ON

oo

al

o, Ol—t— 15 A A A s
FHE Slste] T A gL A
ﬁol EEEEE %zjsw

o ﬂ!lo
3
o]-J r>«
ol
ok

f
5
r:i
X
fu
o
9
>
N
&3
rUO
_l
j

o e rr M

o] ;m. = A ATE o3 7<ﬂ71
ae BAER =t

SEREEE LEEREESRER

 EE LR EERE
Ast 1A o] AHSE eiE ol o
2h(Barnes 1994; Berry 1995; Henning-Thurau
et al, 2002), Ae] A7} Bt B 1 2| o
ZFo] ytgolx vk, AAR, 9E A
TE2 AT A= AlgAtete] B
421A A (commercial friendship) B
‘AFg2 ¢AH(business friendship) 2.2 FE &
371 = 3 tH(Beatty et al, 1996; Price and
Arnould 1999). o]2]gh AL3] 4] &) a17]o
MU= AlEakeke] BA oA K2
el 53 22 AM A as Alets F
== ovgt

ALEA FEg Al w2 AHEL AH
AlsAkeke] A=A frizte]l FdHo2M,

AL o] AH 2 AFAbe] A

2 A= Al

bil
7, QIzE
H



BRAY THE 7ol Erh ol AH]
2 AlFol| o] AL whed] QIAA AoS
A vk Flo] ofgt QXA =4, wid,
Ayl T2 AY o 2ZH, AH| 2 A F AL
gk X784 Al Hal Au|= Aleat
9}o] FFAA o] (communality) = )
7o g4 ¥ 0] =] 7] miEo|th(Goodwin 1996).
ololl whe} AL A2 AEA A U
Be A AYHA QuiehE, Aus 23R
A AR ANE HeHeR FUsn B

FH2A Bid02 2 Aol u)

4 1: BAA e F A8 HY
4 el A9 JFE 12 A

(<] =
o|t},
3.1.2 gAl4 g Q1A - XA 33
o] #A
Au| 2= Fufel gk AZkE Yoy B3
ARE TFaATE dY9e AT GAlF
& &2 (Gwinner et al, 1998), 743} AH] 2
AFAF ko] 2= o] 7Hd Fast &
¢lo g2 ZFF3tar th(Berry 1995; Henning-

Thurau et al, 2002). o]& 217 o] AH| 2 A&
ket A E1E gkl 7P 2 ol f7t AfH
2 Tl gk A" 8-S FaATEE
g 7] wjEo]th(Henning-Thurau et al,
2002), wWapa] Au) A A TAES k4 F A1)
2ol g A s AaE nA6A

Aoz A Aujs Tl thet Hde 7

alate] =gitt= A
AA ] S A= ATAL Gl o]s
3larz} st} (Wieseke et al, 2012), & 59,
Agh= AH|E AEA7E Beke a4 ol st
of&H AMu|=F olgstal 7o Egdgh
A A 218k A o] A7, g T
< o8t i stk As BaLA o] #|Zet/|
w9, Ba B3k 2 AH| A Alsake] dAd ol
A 2 g ﬂﬁva olafjate]aL gl A
ST Ao R Auj 2 A
a7 el gk A =i
(empathic manner)E & wf, INE T3 A
H| 2 A g2}l #sfo] 5040 &2 rfgtrh=
o] th(Weitz 1981).

B3k, FA1A g™ o] Algdhe AH| 2] of
g ST A IAER Stodw Al A
gof gt A2lkS z#3HA ShaL o] AlH]
= Fufjol] gk A Edds daAA
THKim et al, 2010). o]2]gF F42 7H74 4|
o] #j A= Au) AlFApel gk AES] g
A FHE FEAZITKWieseke et al, 2012),
IAEL A g o] Algah= A
£ ol ARalo] vl REaL glow,
[ E2FE0] AE AR sk ltkar
i olggl =L IAHER ST
AlsAET A o] S dA A7)

T3 3= des 3 Eth(Batson 1987).
ole} FALeE WEto| A Wieseke et al, (2012)
A AT A ek ohe] 2

s gu

o3 3
H

> Mo Jl}l
[
N

H

ll‘

7

%

==

|
4
A H]

2 AAHog ol
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7Hd 2 A1 Y T FAF g2 1A
A g3l (e dFE= vE A

olct.

7Hd 30 BAA Y F EAF e A
3

3.1.3 S-S e AR F 33

1998; Henning-Thurau et al, 2002), AJH|2~
AsAR= o5 gk FHo g &8 5 3lo]
WARAY 22X HIHEHA 2852
g} (Morgan, Crutchfield and Lacey 2000).
Sy &g adde #ASHEA
(relationship specific investment)Z g€
o, ASHEAE A hEd 7 50 @
A2 A4 - A3 A AR olnlahe
Aoz AQHEUE A 35 A7} o
AAY E7Fsg FAE ofn| g (Chang and
Gotcher 2007), St s& Ao A7
SHFARA AL ] & AMH| = Al FALR

deste] & wl, 71&e] A A A

H BAA, AlelA vt ofyet =g #
AREE el ARg-Eolof & AAMEE <l
A Fro 2] AR AMnl= AlgAte)o
ABNAE oI HA gho}(Fornell 1992).
Wby ZASE Au)2 A B4 A
N2 BoAE GAe) slekel AFHAR, 71
A%, Bl 5ol Beho] ANz 3
7Vt FeAl 2 Ao|th(Wieseke et al.
2012). A, ol2gh se ol #afe] Aju]
AlgApel thgh A A Fhe WA &
<= Aot} o= nAE] SHEYS- S A
H| 2= Al g2tEo] 1A AAH S ¢t
AHESEE A Hlgo® x[Zehr] wiEol
t}. o]} FAFSE WEtol| A Henning-Thurau et
al.(2002)> S5 s g o] AMn]= AFAfo
&k =Yols sAA oY, Aul= AlgAtd
g FA=dE FHAR] APl gl &
1871 shSict. wheks] A gl Slod,
A g2 o] Mulx Algate] ¢

g Agto] #ate] T A HoRE 3
zZ

rJ

o o

I~

TRCOS |

.
o
._E' OH
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2 el Al adE AP ATES A
7HA =he] HaL it dlE B0, XA T
ol AA|H Fzbel Aaghrh= A 1A=
airol AMA 3ol Agdth= A, &2 F
7EAI7E EAlell BAStE =ehEo|tHDevoldre,
Davis, Verhofstadt and Buysse 2010; Hoffman
1982).

SRRk, 2] AgATEL
2 F3tol g eofof 3t
1 QTH(Hoffman 1982). o]+ Al
o] Ho} Arjitel e A
ol 42k 242 olofslan, ol o A
o] AL ggjdow A AL 5
T Av= A «l“lﬂr/}(Dews et al, 1999).

X
2
ol

Fol AA]

o ao r2
N
o3
ol
ok,

1

%
}E
o
_%
oZ_’, I
=

ol
fa—‘o—}a— #48 dedes AU 2591
| 2 Roltt. b B A7E et ge

T2 oy AFEA HAAAE 3
Q4T AHE tH(Wieseke
et al. 2012). o= &7Fo] tl&Adl thst &

2 S AlFatr] wolth, S, gl &
e A ol B g, Azt 3

‘dE oo sh=H, o= BRlell tigk ol & &
3l 7}s3cH(Barret-Lennard 1981; Bernstein
and Davis 1982), o]dl| we} 372 Jofiie]
oekg AsA geoH Adel A%, 14
< olsfietA st whekA dicldAle] @
2 el gk T3ko] dast oleigh
28 Bo) Aadre) A2} W4 = % Aok
(Aggarwal et al, 2005),
w3, B Aol sk vl 2z}

AP1E RS A whe ok
I zaF9 vEgS ob7|AIXItHde Waal
2008; Coke et al. 1978). oA, o] &
Ag A5z skl Ao g Tk
stolehe U g oA d e Qs
< 43 HH o] & &-A18ke]al Sk (Enright,
Santos and Al-Mabuk 1989). o]|¥rt olujg}
Aol the] 4elx] A7kl Far olsisl
T & wl, 2] wgk I el #E A4
& olslehn A0 FHel Heh Az
Zre] 21217} G4 H ol 4 A717h BekPlank
and Reid 2010),

weba] Al A B 17 ghe] g A
Foll A, Ao Mujx Algate] tigh IAA
A Bgre vl A et
B35 S et AFEAAE
AN 7Fs Aol A- Ao ]‘:}. °]°ﬂ AT

off ox Olﬂ

I~

Fll‘
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2 A7 A BE WHFEE2 VIS R A%, Wt g8

H1
A2 B

Ha
2 Y a7 27 A 41t
ag 1) ALY

ol 7Hd S vl o R (¥ 1) A& & 3, T A gigk 2 =2 d= HY
A ATREL A8t S RRE S AT 22 =4, dE o] uA
2p2le] o] 5 ol A, gk TP EA

S0 2 =A%} (Henning-Thurau et al

IV, 1514t 2002). SAA e mA o] Aulz A TR}
Shol BAE Fahol Aul2 Fufel the BT

4.1, 9] 244 B 9 57 oz Aelan, BEAACZIE Tl

92 Aol Aok A
S IENE e

5,z v 0 e Bokdld A8E o) Aulas dEate Ue Soz 27
SHRLES ATEH @A =435 Aol 3}t (Henning-Thurau et al, 2002), ¥
wAA e Tl Az AFAs] o gee mae] Auls ATAte] BAZ
B AAS FATEEA A A= o] gale] dg 5 e FHA - WFAA A
o R de ol A eR Aodst oz Aojslm, xEsE B Au|x, wE
3 (Gwinner et al. 1998; Henning -Thurau et A2 A2 G2 INE oA ATEHA] Fe
al. 2002), Abs sE, A S E 2R 5 ez AlF, 1A 2o FHE HE A

o dEs HNEeR Fu A4 5 3 sow 259

etk A8A sde TAo] A s ATA  e1ad Tre Auls A ZA) Do) B
skl #AE Toto] LA, xRS AEA Ho mAe] Azt A 5L olFEs 58
FOIE Foto] 48 S de AWOR HS o wao] ;o] s A (Wiescke et



Hel2 RE el

al, 201202 Aelsla, dEne] Axd o
& olal, wE3nA Qeln gaule}, wA
QoA Aulz ABAe] WEl tiF ols) 5
o ZAstelrh. AAH B AHs 1A
ol Qo Auls AZAT} B el

B9 wE FHEHE Sl ahe] 1ol 4

Zsl= AE'E Al (Wieseke et al,

A o]3FaL(Moorman, Zaltman
and Deshpande 1992), 8|2 AFAS L1
OJ AT}, AH 2 AlTARe] A A, A= AlE
Ztel thgt A¥ Fo 2 S48

42 B2 49 2 AR P

B AFoE 2013 7€ L7 A8 E

FHstdeH, 22l Hd A& ZA|Ho]
PAHSORIE )l o] F|ste] A= AlE=}
oF i /g o)d 342l #AE P 9\)\
zZA Ao 7 AT o]&
A seo] Al AZAL 71 mﬂw
B2 BAE A B B8] ffste] o
A2 9lo] thekst 8-S AlFsHE Aol
H'Er'_‘ |tH(Gwinner et al, 1998D). u}a}A]

Mol ABAS A% Bl

}:.
L
b Qe wAe gos BEe Wgé}

i

g

1r
i

R IELE

o
g>~

—

orl-li

N
off

1

1) AB] 2 Fokell #AA dEg A&

A A18F Gwinner et al. (1998)& o] & 3=t o]
A7} Felta Badk SHAES A A A5}

SHAE AT FATA SHom HAo]
145%8(50.5%), &1/30] 14278 (49.5%) & 2 &5
ahirt. ABNE == 40tH (36,2907} 71 &
%L, 50t (32.8%), 30tH(31.0%) =22 e}
wot. AH2 AlEAkek 678 o) 29
WAL 23 gl dFeRE n8A33.8%),
M 5H (18.5%), 5213 (13.6%), A-s2k gH]
(9.1%), BEAKS.7%), F3-/7F(7.3%), °|F
H(4.9%), AANAEH(2.4%), 71eH1.7%) <=
oz FAEdY. AYgE BEe AFH
(40.8%)°] 7} wekaL, HE2(20.2%), T4
(17.8%), A7 (11.8%), 3-7FA4(2.8%), 4
2H2(2.4%), tHEH)A(1.0%), 7TEH3.1%) =
UEbstT

=] Cronbachs’ alpha
TE o] &3tk & ATelA AMEE

I ‘& A As
o](Nunnally and Bernstein 1994) &7
o A AnAe] g Aoz el
ATH(EE 2) F2).

2l AFEPAE A7) sk} Tl

A} AH) 2 71 he] B
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DR RC = | =r| ™ __z__.O/_i]ﬂwv
Iﬂﬂ 7W_L| O#Eﬂ/ﬂA - °
ol | — M| A o 7O dﬂidr "
= | == | O] LQﬂ.L dﬂ ,LIAFD.,I
T =) | | 2 mo B mm oo 3% S
NI S N T
ST PR A Nl o ® 5w OF
AN EAE: R o om O
Mo Wﬂw|7ﬁ._t7A__o
M.A = Y mﬂLl\_E_lx_
™= ™ m_m M_ 7__ 3 & | 2 | @
r N D o i i =T o
_E.o i .JQ T 7o | o m,_m R w.“_._u I e o oo ﬂw‘_ E_._
o _ |4 o | = | Ho o | = o | T - X
NS T T .A“_H_Oﬁ NWOWHE HT,UIO/O/Q_O%U%
R LS RIS FJ | J & Ho| = | o o N~
Alow| @R | B O g | | | 31| 0 o K IO
opfup| | =[F| g L o8| 5| I | | g5 | o) 2R A XL BT oW
Al S — |« B A IS el e g = O Xk
QWTM S = |m Rlg|o| 2| B | ro|w| 2| B T O T ®H
cl I B g I e O R A A T g e T R = R G = i
S A T e = P g B b= A S e b L R Woo 3 ¥ x X
ao._%_.mﬂnu:u.__.aﬁAAH%Mw__ﬂmOﬂmm_ﬁoﬂ_m.wommﬁ@ .ﬂﬂO.Fwtm i
S R e R L e o R b A e e e e T e B o
=|ol|=|ar|ol|or| M| Ur| || 2 & | &AL A& (&R ool | = %.im m o
IR G I E I A R A e R R A A s e g ke 7w AF <o N oo
sl Gl nl Gl anl=m X H o == =|=|=|=|=|&|&0| & —~ 9 X
RO | KO RO RO RO RO ™ | =S| S|lo|o|lalolalo AoT4>7oE =
AU HU | HU | E R R R S U | | Rr | oF | oFd | oFd | o | oF! | oF! | oFd | U | U | W W X ®Y
o || | T TR = o~ | %o &0 | &0|mo|&0| 0| mO| | on | O Mﬁﬂ_h T B
o[y B
il i o 0 0 I ]
= [~ O — H0 = — — I~ ~ ~ O )
pra o 2 25 TH S s = 79 BB g 0Dy
L) R o Tl i o [RURee} RC N Al 7o) PP AN AT S\
Tl o] ~— <1~ ur — < X = <= S OL - T ) Q,.._ O#E
=< o ol R0 & B g €%
WY E B %A



MH|A S5 AtelollA] 2 5243t Alz|ofo] BAlof lojnZ Z2to| &gt | 233

S
HrF 1 2 3 4 5 6

1. A& o = 582*

2. 2fA Sl .506** 559*

3. EEU* sl 404** 418** 637+

4. QAXIH 2 346** 421%* 273** 715*

5 BMA ZU 470%* 470** 384 506™* 652*

6. M= 379** 487 265** A416™* 400** 567*

* HABAMEZ(AVE), ™ AL WS
FAtar g 4 dtk(Anderson and Gerbing = 2o 2 olE it} (Podsakoff et al, 2003).

1988; Bagozzi and Yi 1988),

AR, HEFGAS 301817 98t Fornell
and Larker(1981)7} A|AI$+ WhH-& 283}
. ol 7 TAAYS] BREAFEAVER
ol sfF Ndd o2 JEzt FaAT Al

o
e 2T A9, BEegel & nfm
H,

Ao 2, FUT SHARNE T A
£ o]l WS A5T A9 FARUT

e

O]% ﬁ?l‘??}ﬂ %’45}04 Harmanfl] ‘?l 214
=& AAEFATH(Podsakoff, Mackenzie, Lee

and Podsakoff 2003), ¥ Ag-ol|A] AM-&-5F =
© SANUTE 7HA I A QA
G 2ot b 2 e A 9
elo] A Hake] 22.43%1hS Hvgst
2 sdHA A gt FA= xS

O "
@ fo wx |2

O
ol
)
&

B ATE M AF2 9

sto] Hol¢-=H
A-g-5t
TFZEAA BYE o g3ttt EMA o
TRELE 7§ 75 AREE BATh
=312.421, df=199, RMR=,013, GFI=,911, NFI=
.920, IFI=,969, TLI=964, CFI=.969, RMSEA=
.045). 714 A5 Ao vg3 2

AR, B AT BAA FY F 213 &g
(HD)Z} a4 &e(H3)& ZA2 34l 4
()9 dFE v Aolx
A7 s e (H2) SEY-S- sl 4 0] H(+)
o] JgF& v Aoz st 4 7—;14,
I 4y o) UERd ule} o] ALslA & el
A& F7roll A(+)2] F3F(y,,=.2606, t=2.539)
S, F2F dEe AAF Fh(y,,=.735,
1=6.919) & A A F7H(yyy=.373, 1=2.825)9]
247} (o] S mATh webA 7hd 1,

2, 38 AAHct. AR, S Hge

(maximum likelihood estimation)<

AAA s3Fell= &
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(# 4) 71443 2t
A
(Z'ot%j) a= estisr;:ate tvalue RHEHOF
H1(+) AEH BB — HMH S 266 2.530** XHEY
H2(+) S G — XM 735 6.919** XHEH
H3(+) S G — "M 2 373 2.825%* XHEH
H4(+) EdUR sl — QXN 3% 048 522 7|zt
H5(+) QIXIM Z& — HMH S8 405 4,933** ZHEH
HE(+) RIXIA L — AE 079 597 7|zt
H7(+) HME 3 > AF 796 5.301** ZHEH
(05 *p( 01
AAA F7koll frolsh FF(yy3=.048, t=.522) = 71E ATE AA & ®uk ofyzg, Q1A
& A% lo} 714 4 A2 =) ersket. Faro] Aulz AFAskel 4714 BAE

$7re] % 744 A4l 7kl Az o
o AFseich. BAAR, AAH T
LS

o
| 37l F(n)el JFE vlAE Ao

_ﬂ 4
32,

TH(By,=.405, 1=4.933). wzhr 714

_g

A erot 7P 62 71 EJTH B, =.079, t=.597).
A, A TR el ulel 2ol AlF]
o A(+)e] FFE WA= 2R At
(B39=.790, t=5.301). we}A] 7} 72 A A5
Ak,

5.4, W7l a3} 34

ol AAM A F3te] vz o
& 2= it} B E A3 = uAT)
2 AlsAkeke] Al qlof, iAo AH]
ABA=S 37457 e Auls A7
7o) yF, Az, A T& AAH R o]
g %, 2 AAE AT AN o2 A A
2l F7+S A8k (Esclals and Stern 2003;
Wieseke et al, 2012), o] 2 &3l 1243} AH]
2 AlgAtete] A4 #AVE FAEE A2
T F o w2 dAFelds A
A FFre] ARAA F3E A= 7ke] Ao
&k w7 23hE S/ 02 HAS Bkt
AAA 3 A=|7ke] Aol gk A
2 F7+2] vyl &3 #2418 Baron and Kenny
(1980)7F AAIgE Al 7HA] g F-8sho] A
Fa3inh (F S)v TR TR 24
< o1& mivlEd} AT AaE AAskaL 3l
o}, WA, 1942 Model 12 &2 152 ulj7)
s}

Al AME 33 wjAle BmgewA <l

i

¥ 2 ot oft L S
E oX,
ol
-
rr
)

HU

J

A
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AA T3 AE ke A BwAE A
oh EA A (F5) ol AAE vkel ol 212
A 3 AlEe Z(H)Y dFE vHTHES
=.836, t=10.939).

AN

Tho 2 20l = Shdupl B3 o g, Q1A
2 g3l XA 3kl mAl= @ f‘aﬂr A
2 Fzto] Al A= JFS AS3AAch
WA, QA A T2 AM A 3ol F(+)
o] JFK(B=.422, t=5.556)2 MHIL, G2
37+ Tgk Al=loll A(+)2] J3H(3=.839, 1=9.249)
<= vHHY

whA e 3EE R mEoE, XA
F7kol Aol Ay Ag3he AYI, AA
A Fgol vpESe 3NA BRL Bt
Aol A HHARE BF LYt
242 sk, R} mYe] 24 <)
A §7 - AF S AR 2, Model
20 Fbstsle W A AAEA wsk

o F, T 2 O Ao ARE 164
231 3.840]8}o]aL, Model 1614 §-2]8}<]

=.079, t=.597). ol:= AMH 530l AA4
& — AF 7 AA N G S 3
g 7154 HoFtHHolmbeck 1997).

F7H o2 T Fods HAsHI
ko] E Aol = FEZEF(Bootstrap)
we e
o} TU3 ke A F F (resampling) S 53¢
AZAF} A=A E 21277 H(bias-corrected
confidence level)L B|d}= WH2lo 2 Ko
XS =3 (Cheung and  Lau, 2008;
Preacher and Hayes 2004), ¥4 23} Q11| %
I s e
= 5 95% A FTFToA [142, 64512 EelF]
of FAHCR fostdrk(3=.288, p(.01).
Wepd ol AAA B2e 944 22 A
B 2 BAE bl gk A8 WE
At

o of

HE/\EEW Eﬂ-l:ﬂ o TH

7 ANA 37 - A

| oAH B3 — Ale ArE ipEsEst 1 & A3E e
HE= =AM Hgos Ao e Yehgth(p = AW ke #AE AnE 253 A=
(E 5) izt A5Zt

22 Model 1 Model 2 Model 3
B(t—value) B(t—value) B(t—value)

oIX|d Zzt — Alg 1836(10,939)** .079(,597)
QIXINM & — HMA 3 .422(5.556)** .405(4,933)**
JMH L — Mg .869(9.249)** 796(5.301)**

x2=312.421, di=201
GFI=.896, NFI=.906
CFI=.955
RMSEA=,054

Model Index

x2=312.421, di=199
GFI=.911, NFI=.920
CFI=.969
RMSEA=.045

x2=312.652, di=200
GFI=.911, NFI=.920
CFI=.969
RMSEA=,044

FkK ‘0 ( 01
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(% 6) tiet=2gy Zut

Model x> df x2/d GFI NFI CFI RMSEA
Hypothesized Model 312.421 199 1.570 91 .920 .969 .045
Alternative Model 1 310.747 198 1.569 912 .920 .969 .045
Alternative Model 2 308,492 197 1.566 913 921 970 044

Az A% o] F, o] &3¢l SHnt oy o B4 23, S0 S92 AH g3y
2t EAF SRl 4 Thed BEASIE =025, 1=.275)7 HMA F7H(y=.108, t=1.569)
J= Aoz V|Ee] tietmds AAls) 5 frolet 9 vAA = Aes gl
oo mEb 2 AreiMe dAE A s Hloh w3, TRy ke 294
Zygtetglor olgel e TAH HES  o)= 4y?=3.929, Adf=2, p).05E F<¢lE] o]
TR, T3, B AFollA At A"z go8l ajolr} 9 Ao w e
23e Yxrd(nested model) ol what y* JH(F 6y F=x)
zpo]l HESE 83k (Netemeyer, Boles, dedor, A7RYgy s 719
McKee, and McMurrian 1997). 2po| 7} WHAER] kAL, (E 6y AAH A
A, 28 1(Alternative Model 1)& £ 2 Adbz el Aty ZHA = I E
ATEFel A=E st WA a9 = ol i ¥ w2 A= AHUG. shA,
A2l sglo] A F FFHERE ol Q1A o] 9 MPAFE 7uto g AAE AFE
2 3l viAE BRE FUete] B Ho) Az So4 @ 2 zpo] B umat
o A AR dEe M FRels A9 d7Rge] gl ds By gL S5
Folgt A0 S mHoU (= 266, 3 Ao = el
.698), IAA F7Fel= fFofdh dFS v
XA EATHy= 159, 1=1.337). °]& o] &3
Zvimg ohe} A4 SHolw }m VI 2 B
deo] AMH A #Ho] S-S
el & = AT, ARt B ATl ?ﬂ]f\l 6.1, 727 9 2 XA
g ATRFYY giokwy 17k x* Zol= &
ARoz Golata  thdy2=1.674, 4 B ATE AR AT Akel A 7he] 2=
df=1, p).05; (& 6) &2). e Sl Sdem u T3 Ae
=4, UIeFEE 2(Alternative Model 2)& T i, A S A=) ko] A el glef a1
E 12 Bgste] ERYS Feo] AAx A I A%l dis) ZAskalch 2 Ao

[¢)
L 1
Bl MAE ARE Pze o] Rl EHENE aererd HEt 2.
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.
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#H o2 Berry(1995)
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Wt OJTSL*}XI—L— %3 XI“L o

A sl Azeke 2 #AE AL
2 248 2 A7, 24 H3A S (*=791.
568, df=203, RMR=,102, GFI=,812, NFI=,797,
IFI=.841, TLI=818, CFI=.840, RMSEA=,101
o2 gl Hon, AAA Y F a4
sleinto] Al=lol fofdk JEFE A
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The Role of Customer Empathy on the Relationship
between Relational Benefit and Trust in Service Channel

Industry”

%k %k

Kang, Seongho**, Lee, Hangeun***, Ji, Seong Goo

Abstract

The importance of developing and maintaining long-term relationship with customers and
service provider is consistently accepted in retailing literature, Most service literature and
practice assumes that relationship marketing efforts such as relational benefits generate
stronger customer loyalty, but some service-business executives have been disappointed in the
effectiveness of their relationship marketing efforts,

Overall, these findings indicate that the effectiveness of relationship marketing efforts may
vary depending on the customer's psychological and emotional factors such as empathy; this
inconsistency with regard to long-term relationship suggests the need for a psychological
factor to understand better relationship marketing.

This purpose of study is (1) to examine the determinants of long-term relationship (eg.
trust) (2) to conceptualize customer empathy as psychological constructs (3) to empirically
investigate their impact on trust.

The conceptual framework underlying our study is presented in Figure 1. Trust is proposed
to be functions of relational benefits (social benefit, confidence benefit and special treatment
benefit) and customer empathy (cognitive empathy and emotional empathy). In turn, trust is
presumably a result of mediating factors, emotional empathy between cognitive empathy and

trust,

* This study was supported by research fund from Chosun University, 2014

** Assistant Professor, School of Business Administration, Chosun University, 1st author
** Doctoral Student, Department of Business Administration, Yonsei University, corresponding author
w Associate Professor, Department of Business & Accounting, Hanbat National University, Coauthor
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(Figure 1) Research Model

To test the proposed research model and hypotheses, data were collected from 287 customers
who interact more than 6 month with service-providers, All the measurement scales in this study
came from existing literature, with adaptations to fit the purpose of this study.

We assessed measurement reliability and validity using confirmatory factor analysis, Cronbach’
alpha test and correlation analysis. Overall, the results indicated good psychometric properties,
and the global measurement model revealed and acceptable fit of the model(x*=287.351,
df=194, RMR=.012, GFI=.918 NFI=926 IFI=,975 TLI= 970 CFI=.975, RMSEA=.041). Thus, the
model provides a good fit to the data, For the constructs, the composite reliability(CR), or
AVE(Average Variable Extracted) among the set of indicators that measured and underlying
construct, was greater than the recommended threshold value of .6 for CR and .5 for AVE. In
addition, all factor items were loaded on the subject constructs with statistically significant
loading at p=.05, indicating convergent validity and uni-dimensionality(see the table 1),

We also assessed discriminant validity. We provide the correlations of all constructs in Table
2. All average variance extracted(diagonal elements) were larger than any squared correlation
among the constructs, suggesting that discriminant validity was achieved. Finally, to examine
the potential for common method variance, Harman’s one-factor test was employed, Harman'’s
one-factor test and an exploratory factor analysis of all observed measures with varimax ration
revealed that the first factor accounted for 22,43% of the variance, Thus, common variance is

not be a serious threat,
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(Table 1) Results of Confirmatory Factor Analysis
Constructs(a) ltems Factor loading CR AVE
Social Benefit 1 T12*
[ i Social Benefit 2 703*
Social Benetit 847 582
(.843) Social Benefit 3 806*
Social Benefit 4 824*
Confidence Benefit 1 .686*
Confidence | configence Benefit 2 789*
Benefit 835 559
(831) Confidence Benefit 3 755*
Confidence Benefit 4 758*
Special treatment Benefit 1 818*
Special treatment Special treatment Benefit 2 793*
Benefit 875 637
(874) Special treatment Benefit 3 .820*
Special treatment Benefit 4 761*
Cognitive Cognitive Empathy 1 841*
Empathy Cognitive Empathy 2 .829* 883 715
(.884) Cognitive Empathy 3 .868*
Emotional Empathy 1 707*
Emotional Emotional Empathy 2 731*
Empathy 792 652
(784) Emotional Empathy 3 726*
Emotional Empathy 4 .629*
Trust 1 716*
Trust
Trust 2 5% 796 567
(789) rus .83 79 .
Trust 3 702%
* p( 05
(Table 2) Results of Discriminant Validity
A 1 2 3 4 5 6
1. Ats| & 5|Ed 582*
2. B e .506** .559*
3. EEHIS SiEd A404%** 418** B637*
4. QIX|M 2% 346** A21** 273** 715*
5. MMA 22 AT0** A70** .384** 506** 652*
6. MNZ| 379** ABT** 265** A16™* 400** b67*

*AVE, ** squared correlation
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(Table 3) Results of Hypotheses Test

Hypothesis Path St. t-value Results

(direction) estimate
H1(+) Social benefit = Emotional empathy 266 2.539** supported
H2(+) Confidence benefit = Cognitive empathy 735 6.919** supported
H3(+) Confidence benefit = Emotional empathy 373 2.825%* supported
H4(+) Special treatment benefit — Cognitive empathy 048 b22 not supported
H5(+) Cognitive empathy — Emotional empathy 405 4.933** supported
H6(+) Cognitive empathy — Trust 079 597 not supported
H7(+) Emotional empathy — Trust 796 5.301** supported

*p{ 05 **p 01

Then, using structural equation model, we checked the proposed model fit and hypotheses,
In the hypothesized model, the global fit statistics an acceptable fit of the model th the data(x?
=312.421, df=199, RMR=,013, GFI=,911 NFI= 920 IFI=,969 TLI=,964 CFI=,969, RMSEA = 045).

The results from the structural equation model indicate as follows: First, social benefits and
confidence benefits positively affect emotional empathy. Second, confidence benefits
positively affect cognitive empathy. Meanwhile, special treatment benefits have no significant
on cognitive empathy. Third, emotional empathy is positively related to trust, but cognitive
empathy does not. Finally, the effects of cognitive empathy on the trust are fully mediated by
the emotional empathy.

The conclusion offered the summary and implications of findings, discussed the limitations

of the research, and made directions for future research,
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