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SJthH(Moorman, Zaltman and Deshpande 1992). ]|
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(Doney and Cannon 1997; Morgan and Hunt
1994). wrebA] 719 7H A== 714 < A A
5] 2 JFS vIAE 800 A4

7 1 thH(Ganesan 1994).

A=t FAA APAE TESE dAa
4 @b shehe Aol g 2 94e

NISHE glaiAE A9 TS tEe
2 F2% Bt 4w, ARE4L Beeh ot
orsjor & B ol 9lek.

ofele] <E1-2 A1FE HAUH T s
T g @75l theh sk Lok, AT
Soje} A12]9] TYRL HolohA &5t 9)
22 o 4 gle. AFAEolT A=) 7404

= TSt AAsL QA 2, tHEEe] o
ToA FFH o2 AAISHL 9= 8212 Mayer,
Davis and Schoorman(1995)°] AH|otet S=F
(competency), XA (integrity), 13|11 S 24
(benevolence)?t 2> ZAHLUS & & U
(Kumar et al. 1995).
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He= ok d A=) Es H8S = s A
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S SAote AlFEHSsR oI5, A4
1231 9 oA4-S ZFgskint. HA HsK(competency)
ozt ‘EATt Bofoll A FFHE PAIS 4= =
A4 7|eo| x4 T18]al 530S Wittt o]
= T Eofo ATt 7Hs3t Aolal BE Bofs
Zoohe EEA oul= ofYTti(Mayer et al.

1993). 7122422 2pqlo] AEZZobl A dFE
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Sako(1992) o 2FA 2| (competency trust), 2| 2FA12|(contractual trust), 42| A 2|(goodwill trust)
Rempel, Hoi ] o - .
emzr):n;la(()llérflﬁzs) e 0|5 7ts-8 (predictability), 2|43 (dependability), 41 E(faith)
M Davi . .
Shoorman(1008) | SEcompeteney), 24 intgriy), e benerolence)
Butler and Cantrell(1984) | Y (consistency), 21414 (integrity), % &(competency), &4 (loyalty), 7§ (openness)
Zucker(1986) 1Y A 2|(process-based trust), 442 Al2|(characteristics-based trust), A =2
r . . .
Heke A 2|(institution-based trust)
A d(integrity), t , et ist , ek ,
Clark and Payne(1997) gz(ié?e eglrl y), & =l (competency), Y24 (consistency), 72 d(openness)
=o volence)
Mishra(1996) S &(competnece), 72/ (openness), £t (interest), U2t (reliability)
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2.2 tfoto| miH et M2 Chxp/gof O]
Xe

oehe] ol == A7 @A S Akt o
BAAAES vl sto] A H= A AE] A9
|2 © 2 A (Thibaut and Kelley 1959; Ping 1993),
A AA o] WA A LGS oJnlshe= ofE
S B o] Qlth(Frazier 1983). T2
B2BYHA ol A B2cEHA ol ALt

=]
=]
=7

ME]'(Bendapudl and Berry
1997; Heide and John 1988; Sharma and Petterson
2000; Thibaut and Kelley 1959).

ol ef3t thete] nhe =i Toft B Aok
o] A&7 PAZ 457 A Az asle]
2 93-S 0] x]=d|, Kumar et al.(1995)2] &1L
A diere] B st Sobate] whet 71E Ad
dAete] A=BAE Solm= wWl v Uk
20179 EAH O] EAto] 2@ Ff 4172

0.

el A ok 35079 714d0] Al G915t o)

£ 702 UeRtid) 1selA] Bl A 4Ed
A AT 5 e eSS S Dk
A& Al ta AeREe Zols 4 9
2 Aolate He AEATSS B 228 4
A8kt

7td2: Tetel D == 57| 0f CHet ChrtE S
Mo f£(-)el S 0jE Aolct

23 SkEMH|A H|E+F0| Mo CfXA
‘g0 ojx= B

HIA AF-2 A4S S8 2] vh-e-2 X7 o=
A TAG] Higt s A8 4 =
(Yen Wang and Horng 2011), 3274 2] 7H824] 1] =0

and Unni 2010). Yen et al.(2011)2] Ao A = &
w47t 7‘1]—‘—0}% SrEAH| A E AT A=
TEE EO|A o] = AR B8-S Eol=T dF=
Tt A2 0E AlASHL Sl

A7 A dolME e AAE dd e &9
AloFS 75171 floiA TRt SEEAHI A5 A
5okl e, =8 ANE FAl Bl 4
Ue HEARTE ASstAY, 54 a=E 9
AT AAIRE 7HAH S Wl A AlSsEA,
SO eSOt ol HAATE AF
sl de

SEAH A AlEo] FadAeE A 7F
Aol Fat HAYUZ L 2-85t= A2 &
Waht, 2 Agelds Age] orade] 212
PEAe 9L 08 Aole waskaet A4
NEFUNA BEAIAE SERAA} S
Aol LA 27E 287 A0 ol
S8 W A Ser A e o
Ego] MR BARE LA kA,

414 2015). BAIe] olela 1L FAAE
QS WET SfAA T B4 e B o)
o) AL 71 G oleldt BolHal 1L
oro 2 o] Fujo g FHA =T FFE n|K

Th(Palmatier, Jarvis, Bechkoff, and Kardes 2009).
whebA] 2] &9 o)A QIErA Ao Higk 4=EF
SRSV PN E RN IESS
of gt thak el & A1) F sofe thet Al=le] 7}

2GS 37 B A 0= M Asict
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THd3 AEMH A HBLES HE
AT NEof B(+)el Fare
off chat A12(0) 71 2 H(+)ol F
Zolct.

>|

24 CHAIIE M2|7h ChpRIE FSH| 80
ojXlE A

719 7+ A TAIF T AP A5 A =7t
kel Hev]g2 SHAIH =M 2]E54
PAE 8L T U=
1994; Burnham et al. 2003). &7 of| glo] A1
El= AtE L 9] 712] 9] 5ol AT A o]
™ A7 A0 7 oAl TAE AES Aot
W22 olu|shr] wj#o]thMorgan and Hunt 1994).
ufepA] 2 Aol A= A AF-So] Aot 9l
= oAk A= o] IAREGAd ol theE f-qlo] A
7] FGAGANA = & %H‘ﬂ :rLUHXPJ 7‘42}31

o]
2|4 1231 58-& 7H 7| = A S 2 (Mayer et al.
1995), AHBAE Fgst= JAHEA A A4
&S v]ZtH(Ganesan 1994; Kumar et al. 1995).
2, FOAEE AL SAragge] glol,

FAA7 Beetn Gl AEA 71 2] &
8L F5 NAZ 5 e TRAA) A2 B
Fbshd), olee FEUA Al#o] 9% B

At o 2 a7} Fg A 2}F AHE A4S
7] Aol oAbAA o] o]Fo]ZIth(Rempel et al.
1985; Ganesan and Hess, 1997). ©] SJAFAA 1A
A TSl §-olE PE Fa, AH4lo]
|23t H-go] 3FHA9 7I&s 5o &

=<
e wego = A TA 2] Fgol
s

N

i r

s
2

rulm

olol ol
e AL, Pl

FaA7re] Aefrt A==
2 231 9] |2 Y Ao V)&

A =2 AE e 4 S AolEte Eao] @
AEth AL ure=add, A8,
s, €5 2010), HE TFAA 2 A gtstE
= == dasH doh AR Aol E
FEFAAIY] It ARl gk AF 2
AekAdA o] FeAA ol gt A28 FThA|
4 e Aoz fad £ 9lom opgu 42
7Hd& AAstAtt
7bd4 A7) 2 $E7| Yol oot 9 MEl=
QIErAN| o M| B(a. FHN, b -,
HAHH)Z F7HAE Aolct

11%)9] B4 A A a2 o] ol S
dH oz 278wt g A oujshe A
S 2 (Ganesan 1994), A& AeF o] 2]of m}E L]
7 1804 W5 AAska A B B
# AYe Aretud s 572 A
(Ganesan and Hess 1997; Morgan and Hunt 1994).
©]of| Doney and Cannon (1997)< A1 9] _5_9]“
& AR Az A ARt S8 7HA] AL
g Zolgtk= Wa o7 5 oA tigh Al
o) Zel AAef kAt 7t AHAIgEe] o)
7] gI5t] 1AL B)AA7|7] 9¥aL, nAo]
e 58 8 Aol D olet Zﬂﬂ
(Sako 1992). wHahA] & 2] 21-¢d
off Hol= o] 5of Aglo] JﬂrELiE Hﬁﬁ AF
54*“3}5 F7HAQ A eH, A4 AL
TAIE Fdoke 525 24 o 2 7HHthGanesan
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A EFAAES 2t she ek ol g3
A9HE ZFAre| Al 2o o] 1 o129l A E &
o]

7 2 v A4 A A o|th(Burnham et al. 2003).

kA
olt
\._"‘
3
=
D
rlr
of
T
2
i_x“
il
rE

= 3%ro.2 Boh)
A 4G 5 B e AR v

= Zlo]th(Riordan and Griffeth 1995).

WS o] FFAAG o 420 5ol A}

AlE| o] ZAAL FFGA 7T oAkt A A
OF&-S AT A ot Ao R, 7] A
o} o] Qlt}(Doney and Cannon 1997;
Mishra 1996). o]¢]] 14/ 0] =2 FFUA
£ 43 71l uhet 43 Al 42 A=ste]
w2t TtEY 7| G52 A BA et b8
S =7 A ZFch(Mayer et al. 1995). E3F, A1
o] A o] =2 7192 A vl ¥
= 95 7Fsob] 4ol wef, SEY 7Y9E
2 o] #ato] tf-§51717F -golstth(Mayer et al.
1995).

ofof A1=]2] 14/ = =23 2
Aol EEALS TN FDOELS F
TN A o] ek g 3l
o} A, XA 2kdo] =2 FETI9ES ¥
ANHo= AZdE Z

o

1995)3F #at

o]

sl
oo
o
Hir
)
rlr

¢

of| st HEY 7] Jol| A FrFSHA A-FUA 0]
Agozn 244 we AN o S8 o
o+ Zlo]th(Moorman et al. 1992). ©]@h= HIT=
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7tE6: AE7| 2 +E7|Yof st TEd HE
= PIEt YN O Mt &3, b 2K,
cBAH)E S7HAIZ AO|L.

25 CHAHAH HetH| 80| BAX| 52l =0
ojxj=

H
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T

Mo W

—_

|2 71E LS e

oH

72
Pyshe AdE g 9 e He
5 2 (Ganesan 1994), A 52| 24
0] X tH(Keeveney 1995; Reichheld and

Sasser 1990). AHAT AT 2w i 1
[e]

rx

|0

O

1o i
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)
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(o]
ay o
W
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K

o
ok

AL Au| 2 gk A] BAYSHE £ e
2 sl 47 v MHL ETIge s HAs)

715 o R 3], o]Z1E], o]F% 2007).
metA IS 71E A TAA BHE E
FSAET gl et BAolgS Wolloh= et
ol o] BAE AL = Akl st
THEM X 5 2018).

Patterson and Smith (2003)+= % $HH]-8-2 1178
U B 1A S B o 2 A oF
Ol of| TF Aol ] 2dsittal shlth HHH,
AddA, 24 (2002)2 MehH]-go] 2=} F

@ T
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el
=

© 2 Q& ]It ©]of Morgan and Hunt (1994)
+ A28 WAE A5k 7] o5t A
Q4= ooy, RN R FFAA AH| A

E W17 o o ZA YAsts A= A

T}H(Gremler and Brown 1996). THapA] 2 A Lof| A]
MRS w02 719 2 A BAGIA
= S 8180 TS AT

7tE7: AHHT| 2 SAROIA A BH S ~Er A
of CHet MetH| @ 3MA, b 2K, c++74|
)2 YN et BAREEE
7tAIZ 240t

574 52 245t
W 7RI 7] o] BAst 945 147

A50] & S50 AulAE AZFORA 12
o] TrEet 4= = A 2 F oot A, 18
$(2017)9] Aol A Z}-g-ot (1)AlF-5h= A=/
AH| A& f2o] o 9-4estal ert A Ee
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a] 71919 x}q]xqo ol
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o SATES A, 293(2002)
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T A A1=2]= Mayer et al.(1995)7 Doney
and Cannon(1997)°] 9415 EUi2 o3 3§59,
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‘T FofollA Q1shE M7y
7\]/—‘1, Y A= A o5kl (1)F-2 9] akof o
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3 A&sta HAsH tgote AE, (2)%2 <} Z$HH])-2-E Bumham et al.(2003)9] ATE E
A At k52 F4ote A, Q)alig=okl B 2 A, A3, TA A, Al 7HA R o2
2 A AZ 7L Y= AEL 3 FEoR = 2ottt AAA Mg (HAF7HA] siid
oot 2 ol= AH41 9] o] el K} 117 9] o] 2] FAZF AlEol 2 A H} 2 LdSF, (2)°]H]
W Ho)S AlFste = =i} 4o 7t o]elS 5 A &3t AH|A9] o] 7]3] 52 BT AASH
A= &715 A= AFolsta, (1) olA & He AL, 3)APRT] =Y UA WA Al AR A
A7 EAYSHH AP o= £33 20 Lot 2] W ol def| mE Z7|H|-8-& A Al =ofjof o}
AL, QA ol 4= A= BHE IdFS = AL 37 FEo2 ZAsP o FAA A
tol= Ak, 3)%29] odS EF5tal vigs &2 (HHE Aol dA=2] Zest s
= AX 9 374 9] =0 2 S5kt npA| ek e At AHE 53 Al AZHL o] E= Ak, (2)M
2 AL A FE 7 ARA] D3 o= A 28 AW A Q] AMH| 20 o) 2|71 7kA] AlZE
& 3T} L3S S HE5H vl eiof TS ol e A= Bk, Q)AMNAAE ¥ st=
&2 7ot o= A2 Aolotal ‘A& Aol 2] ¢ WA st= o] Altte] e A=
o] JFoll tisf| 7HAE =71l Yot= A, 2} AL o] 3749 o= SASH A9t =
AE9] GFof 7oA Eot= A, A4S0l TA A A g2 (I A GA <] AL
A& GBS THA717] 916 EA 5] st of YA} A= Aol BERTF AL, )T A
= AE o 37he] FEo R ZA5HATt HHGA Q] 2 HAE o|n|2 & A sH= Aol
<E 2> 3E7|Y A
= Bl | TME T gl | HME

10CH 0|2k 118 55.9 14 ofLy 4 1.9

10CH O|Af~20CH O] 2t 44 20.9 11 0| Ab~2\A OjOt 12 5.7

20CH O|Af~30CH O] 2t 12 5.7 S 214 0| Af~4\4 0|0t 51 242

A3 30CH O|Af~40CH O] ot 17 8.1 =Y 43 O] 4~6'A 0|2t 52 24.6

2447| 40CH O|Ab~50CH |t 5 24 | 7712 | 6 o] Ab~sid O]t 24 11.4

Ch4 50CH O|Af~60CH D[t 2 0.9 844 0| Af~10\H D[k 37 17.5

60CH O|Ab~70CH O|2k 3 1.4 104 0] At 31 17.7

70CH O] &¢~80CH 0|2t 1 0.5 A2l 56 26.6

80CH O| A 9 42 Zol/tj2 65 30.8

FEMAHH(E U R) 128 60.7 g 4/t 26 12.3

ot EH 2 (EETTE) 51 24.2 SHERY 37 17.5

%H; PIEFA N (E U+ A A AR Th 5 2.4 U 0|4 27 12.8

WAL 19 9.0 20CH 7 33

7|E} 8 38 30CH 68 322

PR} | 156 | 364 o%? 40cH 74 35.1

- 8= 165 | 385 = s0cy 53 | 251

= BT |(AU+S R) 53 12.4 60CH 9 43

- SRR | 17 4.0 . Lz} 171 81.1

HERHY|(HI+ER) 38 8.8 °= of 2} 40 18.9
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e AL, QYA A A el BEY T Q)slid GALE AME A2 A2 F2 Aol
At} A EE Aol o7k A 537 @ ek AZiohs Ak, 3|7 Bagh e
=o2 SHSHH. Z1dell o] AAE F48t 4 ote B, (2D

PA A 4] T = Sheth and Parvatiyar(1995)°]] A eko] utZste et A&l A A A ek & o)A}
Aol Z4gue vgor (WIoRE dF 4 S AR 0] 4710) 2 £ Aol oA )
A} A ANBAES §AR LA sh A, wrsto] st

<H 3> 801 2017M 4l Me|d HZ Aut
2HES/HL st. estimate S.E. CR AVE CR Cronbach's a
7| E o3 0.575%*
7| §imm) 7|t 0.835%* 0.181 8.318 0.572 0.796 0.785
7| §mm 0.829%%* 0.183 8.297
CHotojd =] 0.765%*
CHRMOf 2 =2 Eﬂ Z{;’ 0.841%* 0.098 11.195 0.567 0.795 0.765
CHOHOH R =3 - 0.638%* 0.095 8.983
gtzo|Z ] 0.750%*
otzo|E2 Qtzo|z 0.7827%%* 0.106 10.007 0.568 0.798 0.796
orzo|E3 0.729%%* 0.091 9.509
A2 H2M3 0.695%* 0.102 10.043
Az HeM2 (ét_';')'g) 0.788%* 0.084 11.253 0.565 0.795 0.779
A2l e 0.769%*
Al2| 59| 0.753%* 0.112 9.426
Alg| S92 (gil) 0.743%%* 0.105 9.454 0.545 0.782 0.791
A2 &3 0.719%*
AR 0.740%*
Al2| H22 ( é{j Jg) 0.798%** 0.119 10.448 0.547 0.783 0.788
Al2| A213 0.675%* 0.096 9.2
FA| M S| 83 0.737%*
AH 2B 22 %‘;Zﬂﬁ 0.827%* 0.094 11.224 0.641 0.843 0.841
—= HetH|g
AAH|HAMSH| 21 0.835%* 0.099 11.288
A2t etH| 83 0.778**
242} 24 4 5HH| 2 23 0.8727%%* 0.082 13.106 0.674 0.861 0.854
—— = HetH|g
22|21 0.810%* 0.077 12.209
A HSH| 1 0.728%*
A MEH| 22 zj“;f% 0.900%* 0.1 13.158 0.752 0.900 0.896
LA HEH| 83 0.957%* 0.105 13.596
A 2| 20| 24 0.736%*
A 2| L0 3 Iy PIES 0.627%* 0.07 11.616
0.551 0.830 0.849
Il P{ENCl] =) o= 0.775%* 0.085 11.01
Il P{ENCI] =] 0.818%* 0.086 11.301

**p<0.01; *p<0.05
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2. B2 9 X243 ot 11 A = ZA W] A Cronbach's alpha
L oubEel slzel 078 Ak Ao et

B Ao A5 s E A 2 2995t %O ™ (Nunnally and Bernstein 1994), B2t
PE AW LASENUL o AR FERAVET AAATECR) BE 584F
g QNS AR AFWAAE 41 W & L ASlshe Aoz et dg eyl st
511 9= 35009 A 2] 2B 7] AL hAFo & Al T 9lee o 4 9lth(Bagozzi and Yi 1988;
Al o H & 24282 34519t S5t AR Fornell and Larcker 1981).

7] &= BAAG ot wHoky ook W oL R <3>3 o] 1A g lE@A A 57
(reverse scale) THNME TLUGF SH AFS H 289 model fitS x 2=735.232, df=378%
A TR Aot HEH R 21152 A x 2/df=1.945 Q1 210 & YEom, ihE Ak
2|5 ZAFEAGA o 2 AQEstiTh 257 d 9 Z|4=¢1 RMR=0.041, GFI=0.812, NFI=0.908,
= A= <3E2>0] Y87} 2} IFI=0.908, TLI=0.885, CFI=0.906.0.8 &1 2%t
& A5E AL e ol E oz A
3. Mz o EfEd 2 AL 7t FO5H Yehts A& o 4 th(Kline
1998).

B QoA ALET Ao AT} S g02 W4 7 AVUALNE S WA
=A517] 215l Cronbach’s alpha test @ 914 @ /g (nomological validity)? WEEFHE 7t
ol 2-Y(confirmatory factor analysis)= A|H5I3 SHATH UHHA o 2 WHEREMA]-S 7S] 915

<H 4> 42 2| 2A Zat
My A | B2EA | () | () 3) “) (5) (6) (7 ®) © | 10 | (11
7| HHIN) | 3.426 .660 1 | .549%* | 406** | .632%* | 338%* | 443** | 268** | 201** | 394%* | 554** | 114
CHOtOHA = (2) | 3.418 .663 1 S564%*% | 551%* | 388** | 430%* | 316%* | 293%* | 411** | 546** | .095

2=0|=(3) | 3.680 656 1 S07** | 424%* | 380%* | 151%* | 261** | 263** | 335%* | 155%

ng_i_m) 3.782 612 1 A95%* | 574%% | DDQF* | JQR** | 4]]** | 52]%* | 284%*

_ el 3916 591 1 562%* 112 138% | .225%* | 440%*| -.011

solss) | > . . . . . . .

- 3.616 628 1 278** | 156* | 356%* | 516**| .025

e | P00 278%% | 156% | 356+ | 5164 .

A 3.281 758 1 315%* | 493** | 445%* | - (023
agsgo | P e et § '

233 3.407 870 1 527%* | 370** | -.022
HEHIE®) | T : . ) )

A 3.086 883 1 492** 011
SO | ) ’ A

AL S ee | s 1 087

ol=(10) |~ : :

He 2|z 1

**p<0.01; *p<0.05
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x >=852.725, df=416, x */df=2.049,

RMR=0.068, GFI=0.797, NFI=0.804, IFI=0.889,
TLI=0.865, CFI=0.8872] AL |45 2t 1

2] A oot weEth(Bagozzi
and Yi 1988). = AollA= A2 o A
7] EFTEAAI}e] A 7IZHE AAstl o,
SARMS= oY AgH|golu WA R4

<H 5> 71 AA Ay}

b A= Ef;f# SE. ¢ P A2 27
71gET - A2((dEh 580 133 5.547 .000

HI | 7|QHEE - A2((=2d) 287 118 2.895 004 | 7.842 2| 2| €l
71— A2|(HAM) 357 128 3.565 .000
CHote| DA — Al2|(H3) -019 088 -17 .000

H2 |CHQto] ofale — Al2|(E2lA) .008 .096 619 536 - 2| |E|2| ot
CHote| DA — Al2|(MAlA) -.028 .099 =227 .820
OFE MH|A — Al2|(22h 387 123 3.243 .001 "

H3 | ZEMH[A - A2|(224) 458 138 3.197 001 | 0.147 zrz?_g
LEME|A - A2[(dAd) 377 140 2.781 .005
AlZ|(2k) — AH|H M|’ 204 134 1.851 064 - 2| 2|l

H4 |A2[(F2H — a1 M8 392 166 3.579 .000 - 2| 2| =l
(") - A A HEH| g 445 130 4261 .000 - 2| 2|l
A2|(50|M) — AAH HEHH|= -265 196 -2.204 028 - 22|57 e

H5 |A2|(39)N) - Hatd AMEH|E -258 158 -2.145 032 - A2 =2 %S
AM2|(ZolN) - TAHH MetH|8 -183 143 -1.713 .087 - 2| 2| E|7| ot
A2|(MAN) - AN eI 309 132 2.928 .003 - 2| 2|

H6 |Al2|(HAIN) - Hxtd MEtH|g 179 169 1.711 .089 - 2|2
Al2|(HAN) - 22 eI 485 149 3.994 .000 - 2| 2|l
FAH| A HetH| 8 - A R[S 337 079 3.984 .000 - 2| 2| El

H7 |Zxtd H&HH|8 - 2A 2|40 .160 057 2.092 036 - 2|2l
2| MEH|2 — 2A R &0 T 231 .080 2.646 .008 - 2| 2|

Model Fit:x2=852.725, df=416, x2/df=2.049, RMR=0.068, GF1=0.797, NFI=0.804, IFI=0.889, TLI=0.865, CF1=0.887
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The Effect of Service Supplier’s Characteristics on
Multi-dimensional Trust, Switching Cost and Relationship
Continuity in Vending Machine Operation Industry*

Dae-Young Jo**, Ho-Taek Yi***

ABSTRACT

According to the 2017 service industry survey, some 350 companies are participating in the roughly 126
billion won market in Korea. Recently, the Commission on Shared Growth recommended the industry to the
Ministry of Small and Medium Venture Businesses as a suitable breadwinner, apparently due to a continued
decrease in market size, reduced market share of small-scale vending machine operators due to the retention of
large companies' sales, and small-scale businesses. Under these circumstances, this study was conducted to find
out what characteristics of vending machine operators have a major impact on the trust and conversion costs of
consignors. Service supplier’s characteristics were divided into the corporate reputation (hypothesis 1),
alternative attractiveness (hypothesis 2), and the willingness to customize (hypothesis 3), and the
differentiating effect of these characteristics on the multi-dimensional trust such as competence, benevolence,
and integrity, and the effect of multi-dimensional trust on multi-dimensional switching cost such as economic,
procedural and relational switching cost (hypothesis 4~6). In addition, the effects of multi-dimensional
switching costs on the relationship continuity(hypothesis 7) were identified.

The survey was conducted on all companies that installed and operated vending machines across the country
and verified the hypothesis by analyzing the structural formula using the questionnaire in part 211 of them for
analysis, and all hypotheses except hypothesis 2 and hypothesis 5 were supported.

The results of hypothesis testing are as follows.

First, the difference in positive influence of service supplier’s characteristic factors (corporate reputation, and
willingness to customize) on multi-dimensional trust (competence, benevolence, and integrity) has confirmed
that the corporate reputation has a very positive effect on multi-dimensional trust. In particular, it has been
confirmed that the corporate reputation has a greater influence on competence among the level of trust, and that

the attractiveness of the alternative has no effect on multi-dimensional trust. Though it was expected to have the

* This study is a revision and supplementation of the doctoral dissertation of 1st Author
** Ph D. of Marketing, Graduate School of Keimyung University, 1st Author
*** Associate Professor of Marketing, Department of Business Administration, Keimyung University, Corresponding Author
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greatest impact on trustworthiness, but not supported, among the dimensions of trust. It is estimated that this
result is due to the fact that 90% of consignees in the vending machine distribution industry are small and
medium-sized enterprises, and that it is difficult to compare the attractiveness of alternatives with the benefits
provided by existing consignors or a small number of consignors in the real world where transactions are
maintained through human relations. And in general, the integrity of the counterparty in a consignment
transaction for the operation of the vending machine could not be considered to have affected it because it
would take for granted. It has been confirmed that the intention of providing tailored services has a positive
effect on trust in competence, benevolence, and integrity among multi-dimensional trust. However, willingness

to customize would have the greatest impact on trust in benevolence was not statistically significant.

Multi-dimensional
Switching Cost

/ \

Financial

Transaction Partner’s Multi-dimensional
Characteristics Trust

/ \

Corporate "'
Reputation , Competence L
{

Alternative
Attractiveness

- Benevolence

-I-

Relationship
Continuity
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Figure 1. Conceptual Framework

— strong effect
- - -+ weak effect

‘Willingness ‘
to Customize

Second, it was inferred that multi-dimensional trust (competence, benevolence, and integrity) has a positive
effect on multi-dimensional switching costs (economic, procedural and relational). Therefore, the Board
decided to expand the scope of the variables and theories by applying multi-dimensional switching costs that
have been studied from B2C perspective to B2B, and to demonstrate that multi-dimensional trust can be a
prerequisite for multi-dimensional switching costs. The analysis found that professional trust among
multidimensional trust has a positive effect on both economic switching costs, procedural switching costs and
relational switching costs. This is consistent with a study by Cook and Wall (1980), which analyzed that the
degree of professionalism of an operations manager affects confidence in the operations manager. The
increased confidence in favor of multi-dimensional trust was expected to increase the level of economic
switching costs, procedural switching costs and relational switching costs, but not all of them were found to
have an impact. That is because, from a practical standpoint, the importance of the consignment entity as a
valuation component of the goodwill of the trustee is not high and does not affect it because of differences in the
notion that the gains from the transaction conversion are relatively greater. It has been found that trust in
veracity among multidimensional trust has a positive effect on economic switching costs, procedural switching

costs and relational switching costs.
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<Table 1> Results of Hypothesis Test

H Path estis;ate S.E. t p Ax2 Result
Corporate Reputation — Competence .580 133 | 5.547 HA
H1 | Corporate Reputation — Benevolence 287 118 | 2.895 .004 | 7.842 Supported
Corporate Reputation — Integrity 357 128 | 3.565 HAK
Alternative Attractiveness — Competence -.019 .088 -17 .865
H2 | Alternative Attractiveness — Benevolence .008 .096 .619 .536 - Not Supported
Alternative Attractiveness — Integrity -.028 099 | -227 .820
Willingness to Customize — Competence .387 123 | 3.243 .001 .
H3 | Willingness to Customize — Benevolence 458 | 138 | 3.197 | .001 |0.147 Sii)r;t)?rltlz/d
Willingness to Customize — Integrity 377 140 | 2.781 .005
Competence— Economic Switching Cost 204 134 | 1.851 .064 - Supported
H4 | Competence — Procedural Switching Cost 392 166 | 3.579 o - Supported
Competence — Relational Switching Cost 445 130 | 4.261 ok - Supported
Benevolence — Economic Switching Cost -.265 196 | -2.204 | .028 - Not Supported
HS5 | Benevolence — Procedural Switching Cost -.258 158 | -2.145 | .032 - Not Supported
Benevolence — Relational Switching Cost -.183 143 | -1.713 | .087 - Not Supported
Integrity — Economic Switching Cost .309 132 | 2.928 .003 - Supported
H6 | Integrity — Procedural Switching Cost 179 .169 1.711 .089 - Supported
Integrity — Relational Switching Cost 485 149 | 3.994 HAK - Supported
Economic Switching Cost — Relationship Continuity 337 .079 | 3.984 HA* - Supported
H7 | Procedural Switching Cost — Relationship Continuity 160 .057 | 2.092 .036 - Supported
Relational Switching Cost — Relationship Continuity 231 .080 | 2.646 | .008 - Supported

Model Fit:x2=852.725, df=416, x2/df=2.049, RMR=0.068, GFI=0.797, NFI=0.804, IF1=0.889, TLI=0.865, CFI=0.887

Finally, after verifying the difference in influence of multi-dimensional switching costs on the relational

speed, the effect of multi-dimensional switching costs on the relational speed was very positive. This shows

that multi-dimensional switching costs have a positive effect on the relational speed, and that the economic

switching costs, procedural switching costs, and relational switching costs have been found to be the key

prerequisites of the relational speed.

Key words: Vending Machine Operation Industry, Service Supplier’s Characteristics, Multi-dimensional

Trust, Switching Cost, Relationship Continuity, Suitable Industries for Subsistence






