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Ao &R Asrldl Folgil 719 1 AAol AAUFE A s FHE
A Agrches 7SS A shE wolAQl Ao Fa Aol AXtH(Fornell, 1992). A
Hl 2= 7] A &4 nA{FA= vpAE FEAolA F8% 242 2 1A4E 5
st AEY 7ERNE FATeRA s fAsed SAsE HEE =Y F A
ow, yEnAe] gy s B HAshE FFvte SAAA A& 5 o oA
o] SltH(Reichheld, 1996). webA AMn]2 Fopel An7E F48 F7H7F Har e A4S
ol A ARl AFAFe] A (switching)#F F4 5] FEFS = 2AES B4t AT

Eo] F715t3r dvk(Bansal and Taylor, 1999b; Bhattacharya, 1998; Bolton et al., 2000;
Sharma and Patterson, 2000). 2]} Dube and Shoemaker(2000)7} #| A3k v}l 7o) An]
22 Eofoll A Am|ate] A Ed die A de] FEeivta & 4 v
AR 7]E9 AH| = ATAE RS MR Aeatz Aoz dAast= H&
< 9HstE Ao Z(Poter, 1980), A#A o2 ZA 7538 w74 (monetary) Bl
Y A= AMu| s AlgAkeke] dAA HERE e ESAAI dEE A7 v 83t
AleAel »#Hx FHY(Dick and Basu, 1994; Guiltinan, 1989). A$kv]&3 AHE 7|&
o AP E FE ALY A AP B3I AT(Jones et al, 2000; Burnham
et al, 2003), A&H|-& A, QS s, A fa et B FaFo] A AT
(Lam et al, 20047} o]F X5 glow, AMu]x Foro] Adn|&3 FA-HE AFAAE= A
Hl 2 FA ol ) A8 g tioke] midAdat Abs] A 3k e 2QlE 7o #AE F
= Y3 9J ot (Bansal and Taylor, 1999a, 1999h; Jones et al., 2000; Ping, 1993, Sharma
and Patterson, 2000), Thst d@nj 8o FAA/MIY Hd - TPdBA ] digh A= FE3
Holth, 53] 7|9 AFsdA s A0 & S A= APeddes st A=
g, A& EFA(Gatignon and Robertson, 1992; Klemperer, 1995)0] 1} Al Aol A FF LA}
9] o]&A A (Schmalensee, 1982), FTTHAZFEH o|&3t= AEY vhdA Blattberg and
Deighton, 1996; Klemperer, 1995; Ram and Jung, 1990), &5 QA7 2¥|AE 318 ste] A
#& FA(modification)dt= A X (Bhardawaj et al, 1993), £n|xl¢] oot AIAAE
(Bhattacharyet et al, 1995), Zv]zle] A& g5 A3 EZ(Bhattacharya et al, 1995
Nilssen, 1992), 4¥]2Fe] AZHA qteboll 9133y A3F & 714 54 (Jackson, 1985)
E8 VA A& A 7o FFE HA= WrER B, A3 g Aoy A
s o] AAE EAskal vk 2y dubA o ® M| Ag AB| gkl weg
A e 2EUA FFo] AFEY E7] wid Au|s AlFAbe] A wE v
S £ v =4 A Gremler and Brown, 1996). =, A& Y& Mn|xe] EA< -9
2 Q& 7]E dAE FASA xE v HAss A A B2
dd AZAdE 9@ 98l Wiy ZA A&t (Guiltinan, 1989
Schmalensee, 1982). wWelx Anj2~ FofolAe] A& tis J2& AEFde= & 2
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Ao Hzo] wold Aask gom, Auzx B4E nefd davsel 9 wAE F
LWFES shebate] ABH GO AYRAL olslsi Fo] Bastut,

Dube and Shoemaker(2000)= AB]2> Fofol| A ] a5 o]afistr] Hafr = An] 2~
SERAS 1 o] Ao ik g2o] desivkar A Skar 9lvh. %% Burnham
5(2003)& #gn]&9 ﬂg’loi HAA #AA 4 v&E& 531 9)\ HOVq wAEA
H-& &vatet dAE 2 = MMl TR 7k @A &9

7 2] o] t}(Guiltinan, 1989; Klemperer, 1995; Porter, 1980). =,

741,]_ Eolz\]ﬂ. o]?—ro]x];(] E%]—og/yﬂ )\}j]x]_b /kl,:v/]zl
EARE AEE A a Algaze dss e
thoolelgk JH1A AA Y EAREL AnRe}t AT
WA= 2484 &d8 9]‘310 =
./] /J—iz]—}lo] UJ—.O_ }ﬂ}j]}\ Ho]:oﬂ}q‘:,
. An|ze] BEegdor Qe ALk ’\H]
vl 2~ AlF-AFed A 71e] A A o) /\Liz}d@.o

B %S 1E ¢ v webd Aqr)s
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=
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=
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2
B
lo
>
=
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X,
H
2
=
rO*‘

= 7t
= oA sH7] wwol anARFEe] 7] ’\W]é sEAetY] #AE FA St = Aol A
st AMuj2a A gk W8S AEHE 148 Al Hh(Zeithaml et al, 1996). &3]
71E9 Au| s AlEApe] Aqu)s ket F Ao m Hrkste A Az A2 A
AR Akl we #AE = Sle H| &3 EAH g2 l571] A zbek o9l
e Aujzae] R S48 Hd3 olfuhs Muls FA49] olAZ EAL
Bl b o i el SRS R Bt i R S ;47—.5} =d olelss =77 Fh(Zeithaml
et al, 1996). Wepa 2|zt A2 FFPAZE Aot Aul F48 Frkstr] 9@l
Aul 2 F4 3 #AEE FAevidence) W EA(sign)E ZA =W, Lv|AREo] HiL X Z}s)t
= 7ZIgd tig A2 JHA ARES AR F4E Hrbete S8% 77 "k (Kotler,
1997). ol2lgt AolA & w SAHZQ 7|9 owA AL MHlx AARE Hristr] §E
strtel A dMrA dEE Fq F JA Har, Auja A gigk F o A
A H7tE st st A2 Au| AlTARe] ddd uwE AgA EdA vEE
SAAIF o2 Agn] & 7o Foe FaFes nE £ s Aok

ghA, AEe Ag xR anrp ZelEo] da A4S T AefE L g A H AR
A A] 2= €] 73%01]% AAkEL EAe AR e 7] wdtel] AR[RE AR sl Folste A

v}
i

ﬂ m{m U{L
ﬂ
>
S

(ol

O

7b @rhZeithaml et al, 1985). olelg Aw] 2] 59 wdsele Az Yo 97 9
AL A ANLE AFUE B AN ATHA 4599 Felsh wdo) 2
stk A omanh = 2ok AsE Az g dde) 373 (process) Ol
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AT AZEs AN ol g AP AR

R vz AZHG] A e S

)
o~
T Ju
WA 5 sl
e

0. ol2% W73 2 A7/ 47

1. Mul& A&

Poter(1980) A@M §& 54 Aux FFAelq b FFAZ Adei=d And )

gox Aelstgth AMHEE ARHor ZAY F o= HHA WG] ARe Aux

FTEHAE Ol o] Awss BIAM B A s e LHFHDick

and Basu, 1994). Fornell(1992)2 #$kn]&o] nFAE FdA 7= T3 s 4%

S gAN g, AN S, NS, S5n g, wAe F3H AAY Mg, AXH

gol AT A9, A4 99, Aeld Aol O A gon AdssArh Guiltinan
S 2 0

2 a3,
AEn &, Aok
& = At
Aa) 2 AFel] ek den) g3 BHEE oEAd AFE Jones (2002)8 ATE
Rl ol AH|2d gk AN 8-S AE9] &I S5HE, mEREe R st
th A1) & (contunuity cost)oll= A3 A A&} 2244 v 8o] =, A A
A AR V=Y AR AlFAE AL o] & e o HAT 5 Sl A FoE
goe e st #EE v8-s 9on)dti(Maute and Forrester, 1993; Turnball and
Wilson, 1989). dl& £°] @d-gAtddlA A5 o]&st= A SN E siFA, d2E
oA dxan A FL AulE ¢AHoR MAFE o d "o Fojxy] wite] &
HZFE S 719 Ml Algztete] #AE At LAt b AR A8~ Atz A
e At ForE 5l AAE 9ulste dsn]go®m QA EHo X (Beatty et al,
1996, Heskett et al, 1990). E&44 v]&L A2e MU FF212] Aol #H5 99
) zbol ) Alg]d E3AAE 9 u vl (Guiltinan, 1989; Schmalensee, 1932). o]#] 3 $13 %
zhojrp B S tighel tigh Hrbrt o A=A vEuby webs R A o] H A
olgt= HAow qld] FAE AZdr] ofee AMn[2=Y Bgole v Fod dEHgo
2 nH9 4 v (Zeithaml et al, 1985). ¥5H]&(learning cost)< A EZZ AMH|~ A F-A}
H

3L
of tigt RS 58t Hristod AR AR =¥E ¥3ets Aom A& Eol

(19800 ABHGE Ak g, AW G, Held BYuE, A%
Johns 5(1998)9] AFANAE v AFAF Atz e Q@
Hg, S g, BAIE, A S, EN G TP Adom e

— O
| o
o

1o
ol
&ﬂ ul

o

=

)

<
.
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Aol WSS G4 - Aok g ABYE o Fel WA= A% - AN W, AL
oz FREY. AHDEF olde) BT Pl wAY wEe ABYE o e A2
Al AN B ARE FE FAGE Ak o) AT 204 ADD SR
gulats Zow Ause FRgR Adn sve) WEed EQow As) FRe A
o R0tk Jones et al, 2002). A% ohw 154 A4 B A2 A
2% Mulzo] H337] 9% Lnae) et wEY wEom Auast Auzs ik
o = = HEee 54¢ wes ﬂwwi of A7 SH G A 2

ol X = = vt (Bowen, 1986; Heskett et al, 1990). o

50, 2L 2385 ol&st= a9 Ag Hgols Auls AFAgo] e dukE el

&= 2835t ) Az s Tkl dnh

PHl&(setup cost)S A2 AA F4& A FAH o st v &2 FHY S, 2

T2y Faieh #EE v8-S 9 n Sk (Guiltinan, 1989). <& Eof, A# &89 o=

A Az T4 AE vEolt R ~2Zx AY ol§& A ZIdHE, AMEL 7E&H

o] o2 st ol E HEAM A AREet=d e B8 T8 5 7 Aok wWEA]

£(sunk cost)& 7]& AMu)2x FFAS}Y] #A GAA] AAEHE o)lAd ExmA A7ty 7+A
A Fo] & 2= v &S oH s,

>é o

.

wf-$- F 3 Jfd o]t} (Caruana, 2002). Czepel and 1lmore(1987)ﬂ- Gremler and Brown

(1996)°] FH= AdE FIAEOR BFHAEY, o5 T, BE, A4 5 A 71A
FAAY e 2

A FAEE A5 Ak SHek6)E o159 Fe)E o] &3l
| s+ Mu| = Azt Al gkt fE8 ol FEolw, 1 Ay
FAAN A=A AT wisT AF vz o J2t A 9 0F 1 A
A AFARE ol 8% AL elsts Arolehx Aelsta gk olBF(1999)E A
FAEE 3A0] HAL B@3t vdhel At Aol A)zste] A Huls ATAE TS
Mol vhA o] §3taA she SRR gelstg o, ol fAl, AAI200DE AN AT
14 B 52 5L AR W AR AL A R Foh g

=A% e /2 dp s PR Ao Hrd Aade S sk BAom A
HE 4 AvDay, 1969; Jacoby and Chestnut, 1978; Jacoby and Kyner, 1973; Oliver,
1999; Tucker, 1964). T X digh A4 27]d&= A BE A7 4524 SHd =24
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o,
flo
5
jus)

2H|Ate] e)RAH o R FEH JPFoRH FAHAERE
A2 Tucker(1964)= "ZAR)A7F Fo& Azsts
T A5 18T et vk e RS 28R
gohetar F=Aetar 9vh 8 Jacoby and Chestnut(1978)-&
og gt & 3 /1A E%HE% Aest= Pgeroletar Aostar =, o]
WL Oliver(1999) 7} # o 3ol A9 FAEI &HAY P9 V|ES F
Apg o] 7] ol “F/] Aol Erbsdtthe Aol dAR AHHUA T4
2 FHeA "o Jacoby and Chestnut(1978)2 AT E "HakZ o|5L, 3
o] lom, A7kl AA, oW gAbEH wldd o5 T AOE St He
A= Heel gk Aea AAe Frebal BYstal e AR dE o
4 HAde = Y HaWolgt & ¢ v 2y Day(1969)L TRAEE
] T & F 8 A Sueks agsts 49 By T bA
skt o Vﬂ WA HZd = B 2 A A
=4, Jacoby and Kyner(1973)2 F=ALEE 9
EEHH, 5@‘3& ArrAA Tl oA o] FolAar, I
2 oo)e BAEs tidow ey, Aed 38 4
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Burnham et al.(2003)% &v|=}7F A Zbeb= d#@0]&-8 38 2 (procedural), A8 4
(financial), &4 & (relational) AN Loz EH3n vl A A Agdn)&L AA4 93
I HGrh s5HlE T8 Yulete AoR FE ALY "] anet dEoe] dvti Hial
AT AGA Agn gL w9 &4 ]Ur A &4 vgon AF4 Ao &d3 #A
o] "t} mxjwteo g AAA £448-S Jfeld FA(personal relationship)® £A3 B
= #A(brand relationship) €4 ¥]&-S on|ah Mu|2aAFA} Bal=ole] do] whd
HAY LA ol FoAA RFo2AN =7A He AEd - AR B #™el
"k 53] JHQ1A #AAY EHAR]EL AN} AT ARE ke Al AlgAgd] @4
= YA B4R BAHE A EdE Yrlsts Aowm An|R7E AH| 28] AlLkag
of 2 FoJsty] i MuAE ATt THAIAY e AEo] B AuHj2 FofdlA
= A gE Ayste =

Q3 FFEol #H 4 Y(Guiltinan, 1989; Klemperer, 1995;
Porter, 1980). ¥3t Dube and Shoemaker(2000)= An] 2 H-oko| A o] AH3a)%-& o]s)5}7]
A= Mul g 2 7he]) BAR-ed gk H2o] RSttt AAleal vt
ArEZE el BAE anARe} Aula FHA BA AR A4 FelE 9 u et (Berry and
Parasuraman, 1991; Turnball and Wilson, 1989).
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olefg HHAA Mu|a Tt Lnjap ko] A Aeld fojdAe] @doler &

T AR FEYH AnR; Y A ELAE AV AL A ZbekE Adgn) g g T8

dTE = F dvk FYAl(dentification)s 54 =2, Al diste] Ln|x7t AFeE 4le

FolHAE 2= Aolth. & Av|ARkEe] 54U diste] AEAl AA (psychological
(e}

linkage)o] 1} 742 ¢l of 24 (emotional attachment)S =7l AL onjgic}, o2& A4
o A Q14 & A A (salesperson identification)= popolm] A&} AMu| 2 A|Fxpete] o]un| A 7}
A= As Ygulsts Aoz, Anxpet MRja Az Zrol| Mz Aoidke] Jbx),) A,
HH 55 F&sta e 94, 54, 4% 5 &) ofs AxE Holds AorA
AR o8l dAtE =7+ AHolgtar ¥ 5 th(Price and Arnould, 1999; Shapiro,
Sheppard, and Cheraskim, 1992). we}x Mu)| A5 z2Fsts 2993 AHx 719 94 &
A7) HAAEFE onabE )9 Auja Azt fu gA2S B8 2T F dE
e, A E4E A AZEA HH webq AqRjss dgk] mE A &5 =4 A 2et
A =2 Aot

AL aMA AZE Aus AZAse AREANE ABE) FIAA FFS

mE Aol

AAFdA e} B-FE 79 AFdAE At MY AlFAF 7k 3AEHE F9H
A (commercial friendship)e] <UAAEsLAE FAstA Hokar 2 JrkBell, 1981;

Fischer, 1982; Hays, 1988; Tesch and Martin, 1983).

14

by
2 o
ro ol

! olgh M| ] FdA Aol digh v Fuldd dAA GIFE H A=
=3 A o)™ (Price et al.,, 1995), A1¥] 9] wgkol| Qlo] Au]2~ AlF2p= A9
H 2~ AFETsE 49 448 Ad oz uAue] #AAE Pojof strfal 73}
e}

o
fol

2

A
AT Berry, 1999). HAA FAHBAZY A

Hol Fr1E yvtow FgHa F3oFEs daw s wio A9y -3
wzte] G A o] M2 dFs d5g ¢ 2 i(predictability),
9l 3l(dependability), AElx <l HazFS zZke ALE dkgds AHEo|th(Hays, 1988
Hornstein and Truesdell, 1988). &= o %

7 =4 % A wAY EAgole & ¢ 4
o A A s FdiRbel] ek S& A el Do, AoiEtd g Folets A} ApdA
QA7 F=, 34 59 9ulE g7 ol Amed 94 sLdAE FA3t= Fash
AMdoelet & 4 duhk(Bell, 1981; Fischer, 1982; Hays, 1988; Tesch and
oA v Rpel AH| 2 Ay FPATY] FFE A AL At A

A9 HE LA wE, sk Az AT e 94 FANE HsEl

o [

=

et

o)
A
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2 A A ARAE Azbeks MRl Algabeke] 14 Ed Al g A]) o

& "A Aol

ofk

4. A0 & 7|9y 22 719ad
D 714w g A g

Ar)2=o)] FyAolets B AR AP T gAY Arls AaEs Zidet A A
st7] oA ®E7] wol AM|ARbEo] 7|ES] MMl Alwatete] dAE FASHE = A
o] Zatm Au)2~ g oigh v&E& EA AASA " THZeithaml et al, 1985). AH] =9
datel FA4E Bt olgus 5AE A A2 AHa AleAze] dskA] #a
A A3 Aed EgdAE AL ste] dsge SUAZ 5 vk B Al
S A2 AMEla AT Aol #EE 99 Ao AgA ESAAdE onsit
(Guiltinan, 1989; Schmalensee, 1982). Wkl 2 A28 Av]2 AFAZ A A AT 5
NeE B &L SUtEHA HER weA AR Aula AleaR dsd o A st
T AENEE =A AASHA E Folth Eek AR AR AT FAo) ket
7

de ARs egstes W 2o A e o] Fastal o3 FPL v A
&

Az A= ol gore Ay Ry SEHgon AdAH o A= A EE F
A7 A "k 53] dAl AWE st = Al TR Auls Qs FAA R I
7hebe A MR Aa Agxtze Aste wel @A 4 gle BESAA n)gat g5
Hl-ga A Az ¢ vk 2eu Ar)ze] 233 F4e dds s de] o=
Au) 22 EFAe] o] dH EAL ANt A= AH| 29 AHE AZbeta FrbskEd o

+& =7A dth(Zeithaml et al, 1985). whelA 2¥|2FE AR FF5HA7E A5k

MRl F2AE HIEstr] Yd MY 2437 AEEHE S (evidence) W XA (sign) & 2HA
Hw, &njztso]l B A Zbskes 7|l ik 948 JHR AREE AH|a 48 PUlskes
FTas A7 Ak (Kotler, 1997). ol# gk HoA & wf 7o thek Ln|ate] T4 =<
L AMulx Aats frrstr] 98 st #3840 R 9EE 3 ¢ JA Ha,
Ae) 2 A dis £ ¥ sAAQ] HULE JhsetA st AR ARs AR dd
of W& el EgAA HES SuiAFHoRA ASNES =4 AGEA & ¢ Sl
Egk 7)Y At A Al A AR o] 88 4 Sl AA diebe] wiEA L 4wt
geks mAY 23 dvk(Jones et al, 2000). Wi#EAd e FEHA MILe
EA o)A ek A4 (interest) o] W Bl A (desire) 22 @ o A HOrtony et al.,, 1990). A}3] 4]
|

2t o) 2ol A el e WAl AL Fuue /% A wEe] o, Aeld v
83t FEWA AHE FFL WAL Ao By ArHAM, AFS, 2009, AL
ggom @ ey AFdAE P Aol B FFAH o festA w, o)
dAolx g HAAAE FHA G}E AZsA B Ao eyt Mortensen
5 008 wEge] Al diet Fog A atn 295 AselEAdl 93 #
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C oA AN RE AR Zd e ek wjEl S X 7bek Al H W
v Aol gk HrkE o3 or sHA H
= kel 3ol Am|xprp A Tictel| oigk wjHE A S
AR| e gk A zkE AArE ddiEow A
A gk(Jones et al, 2000), Htol=2 A AFEstar 2
At Al BAE ek miEd e Ao R ol A W, 7]E A}
ek AAE A AZgoza A &E& =4 AZE Aol

2,

>

ot

-
9

r

>
ol
2L

=
[
1o

o H gy H

ol
=
3:

2 orr o 32 o e

2L
)
ol

]_

do X HY op 2
o
X
N

>
=
>

7P 371 viE AL A dE den gl sAAd e v E Aol

2) 7194783 7149184

719 A d(corporate association)2 “AtHEo] 7o WF 23 AeE EE ARZ 7Y
3

gk A ztolrt A, A2, 7P Esol ek AR 7ol e A = HY & o g
Y Brown and Dacin, 1997). o]&g3st 7] 942 kst fido= #75 4 ) A4,
qEd, TR AE E AE S 39 A%, Aol A e A A A4,
As) AL Al #E A, FARER B A4, AEEE dE AN, ZIgEs dE a4 S
o= | 7AA At AtEA o] whet @R YSHA AA H ol ghvk(Dowling, 1986; Ganesan,

1994; Kumar et al, 1995; Sen and Bhattacharya, 2001). Brown and Dacin(1997)2 o]|2] 3k
s 7lgdade 738 S 7199 ¥ (corporate ability) @ 7199 AFs]E A<l
(corporate social responsibility: CSR)$] /o] 7oA F8e dgfFd on& z2H= g
2 A olet AASka St
ZIdsEy Add Age AEES

= Aoz 7|9 Aited, i

Ty

r

2

|23t 7199 83 #ds a2z 71dsa Q)
A&, 7199 TG E, Ade Y, AF
F4, AFE Au) Tl gk Qs xFsE Ao R odld & gtk olgdt 3 A4
< AdHoR 7|9 AFol MRl AHA R ARy e ARk ot (Brown and
Dacin, 1997; Keller and Aaker, 1997; Keller, 2003). ®F9 7149 A3 4 Az #dH
FE 719 A A A gk Vo Eet IEE An|Re] Ao R X AAbs]e gt
AAQ A, 3, ~2x= ollEd gigt Y T digk &v|Ate] AR 39
vk (Brown and Dacin, 1997).
128k 719 7199 AlFolvt Anjz=d sk ARE Ay ddetA= AR 7|9
of dis] AARN wes FEdhe Aoz EAHT JAHGupta, 2002). 71E9] AFEAA
A A A3l A AdAdo] 7Igol thgh AubAQl olm|A] P FaFE mHvaL
23 Qv Brown and Dacin, 1997, Winters, 1986, 1988). Aaker (1996)= 7|gd5# A 3
Aol 71gol g AnkAQl Frho] Faka m AW, ALE A AYARLE VYT

N
2 agur 71gel e Gk FAoR 4L 9T mAAw /9] Ao} w7
58 %3

&

o

.

f
e ol

)

N o

=

L
0

)
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o] AtAlM = CSREF 9] 7I4= AFF 7kl ug sA44 52g wreluA, CSRAS 2
< 719 HEAA A= AFHEeE g H bl FEE 1A ¢ dvkar FAst . Ao
wet AEEHet AALQ005)] AFAAE 7gel gk sTEAST CSR Aol 719 AA
A o] SAAQ FeE A v AAlE ok Brown and Dacin(1997)+= 71959
ol 7A@ rtet AFEA e Aol olF ARE Tl AFH/ FFE vA=
Wh D 71 o] ARs A Al A 79k AlEol gk A AH A1 Fel AlE "ot
o ek mzva AAEZ vk Brown and Dacin(1997), Madrigal(2000)¢] &-7ol A=

andEe] A A A4S AT W /199 Ao H AB® ohn A A4
A

B #3990 719 58 943 CSRAGE 2vah A2
Z

A 4 s Age 719 49l g wA Rolv}
5 A1 AR A9l A2 A1 E R FRHe 9% WA Rl

2u AL Al 9-Ee 7R o] Z A JRAE AlFEE AL avA A ZbehE AEh g
S Z7F 7219 Burnham et al, 2003; Liu et al, 2005). &3], 7193 An=lzre] A 7|7
ol o A% ZIgH &ut o] #AAC E=E AA(procedure)rt AW S FA
(transaction-specific investment)7} ¥ o] 7] vl AW AFAdA AEE = 7HA] =
A& o] A zbel| B @3S wAA ek @M A upel 3ol 7o sEI AHe
AL 719 Mul = Ay T, AAX A, QSN A, 2lde 5E, AN
28] FA4, A AR)a 3 A-EE s Zlow MRl T A Algsts Al ek A
Aow ARHE Adatdoltt 7= Aol M = ZHAd 7+ ZIAsEd AEe A
Aol AEe &4 Hube FA44A BAE ZE =l (Brown and Dacin,
1997, Gupta, 2002) olejst A= 7| Ado] AFe AAEFAL 2AHAA AAA ]
Nae AAET Teb g 2> H
RE Y FREA) dHEA gEs AT 7 A

;gz 1 -

Al F4d e & ¢

3

<
™

ofN

e AYd Egdd ves S ) A zyetAl & ¢ k. mEg
Coulter and Coulter (2002)= A¥]2= AlF7]99 A=A olar F&gt M|~ AL A
Hl 2 Aol 7 7he] dAlE A3 zivkar B vk webs Auj2s 7| e 53 #
A AGE AR Al ARARE Fske RS Bu Agsta AdEdom ddadiE
ATHE BAE JHE A Hol Al AlFare] Ags FE A A= AR =54,
eEI #EE n8S =4 AT s Aelvh wekA V| dsEdds Sl anate
A gE =4 AZstA 2 Aol
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Berry 5(2002)2 Mn)2x #HAgAdS AAZ2A A, A dgA, AdHeA, a9
A, AFFES Hedor EFeta olHs Aulx Heido]l An|ae F4 X 7hd vk
gdeke mAYn 2 vk A2 A AT A (decision convenience)S AN AE FuElr v
A&7 ek AR A EolAls ou|stE Ao, {2 el A (access convenience) <
Au| 2o Hskr] sk AEE 9n)stal, A@ H2] A (transaction convenience) 7] 2
AA 7Y ey dgd=rtE Yuletyy =9t H e | A (benefit convenience)s A A ]
5 AYs Axe #EEY, A5 W] A A (posthenefit convenience)2 A H] 2~ o] & A
WA E FAE duby w2 AN EAE 9 r et (Berry et al, 2002). o] ggh AH]
AL A2 A F4E5 Frbstes b 8% 842 4830

Ml M RZE MR8 ALkl g Ao m Fojsts AlEeA Y 5Ae JHA AL
7] Wl Au s AlgaA o Anjxbe] A7 reEo] HlgAe g4 Fo] "Hr
(Kelley, Donnelly, and Skinner, 1990). 53t AMu]2~= A7) 74 (process)o]™ & & (flow)
o FEE Agyr] wEdd Mnja Ay FAA AWRIE A s o] &9 e

rlo
X
=

2 w2 At e To Al FUME JhestAl ste] AR AN e dAtre] e
|8 T/ Aolv Ed e AMu|x yEPAtete] AAE Fall Mula Alw Aol
e A2t dsgo]l ATdts Anae olfdud S Sl & i & ), A=
= MAlE FEdaRe] df A BAY ¢ = AzE SEnE(adE 2o, M2 28
Az A A A Aoy A2y HedE ogdor & sk so]aEd
& AWste =E)E SUiAACRA Adn g Azl dFE mAA dna & ¢ Ao

)

Aghr)goll T4 FaFe v Aol

flo

ERAEEEEE

]

5. AHFLA, 719 HE 183 A&H| &9 FAHE &5

1) A FAA S FFF FAE

Az AFAske) AHAFUAE Rolsk Az AT B 99 EE Z43)
BHS ol Yrk ANz ATAL AN DR At SETY 0 FE F
Y Aotk & BUAY AL AUl AT GBFAS & o, wAd Tt

=]

o BU Be wde AWHOT FYhuA GO, 2005).

FANE 2 Boje) A, A, md 5 5
5E Az e ARG =75 $4BA
FAAE A, AFAoliN AdHom o

o

op

5] 1A
pds

o] &

<

)

% il

=
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7] Wil v AR stolw FAAAR]D AR~ AlFAre] #A| g Eo] AF5Hom FosiA 5
= ddde] Ark(HE S 2005).

wEbA] 2WRES AT FdetAY Aeivta AzbetE deld 3 AZF 94 (sense of
connectedness)g A ZHslAl =W olgf gt AAE FXsta et v EoR ol
Qe A& oz Fuje FEHFo| v T3k Bhattacharya, Rao, and Glynn(1995)2 &3 #
date] FUA Are o JAad A dvets Aoy Mu)ae] X EHAQ FuR o]o]R| 5L

AUAL EQAF FREER AT A2A 3FAA I9E 1A, B4R LT B
®ol glvky my qivh mebd vt e Hae 4Yse
A g 2N AN ABA Q4 SANE BEA FHEA FHAA TS wF Aol

o,

2) Agn| e P54 IHE

Azbd A8 STk BA B8 7| ATl e AEH 8o X 7Zbo] A
2 2AEE st AoR 23 9th(Burnham et al, 2003; Lam et al., 2004). Jones 5
(2000)% Asbdd s At o= Aol A we AAAHIAE A s ’\H]X}E g &
= Azker wf A YErb =8 Ao® vEhdvs e Hrdlvh B9 Ping(1993)

E7
AN G TAFAES WA kel Qrolel, RNEG nAE Be ABNSE 11
) e A% g 9 Ak Feta i,

E55 pHAe] A&Est b

0.
P e aRugel 2asgEe A Weds FRAAG. £F Lu 5 Q0L

01‘

7}5HA = =

A g 2nlapsh Au: FEATY BAZL A&DEE Arudde Fad 29
o2 Aggvhy Axeta Irh olgh e v AFARE Fa| AwWgo] &z
FEAd =M FIFe mRy B 5 9o

7 90 A ZbE A3 EL w5 A SR A F3s mE Aot
3) 719" A5F FAE

ulAE Fokoll A wjEAdL FEAtet Fullte BAE Aysted FR ol &HT) VE
o At A= wigAd S ZH dide oE giE Eoee @O] Rom Togidd AL el
A mFEA s s™el dtkar AlAlEtaL JTH(Thibaut and Kelly, 1959; Blau, 1964;
Ellegaard et al, 2003). A¥| A2} FF 27 #A ] Qo] v 429 FAA 24l
=98 7hestAl st #A Aol 27| Bk ofvel A Aty AHdE IS
n 1 tk(Cox, 1999; Mortensen et al., 2008). whebx 2n|ztel 71 7] Aol QlojA] 4n]
27 Z1dell disl wfE S =7 A HY AW R 7| g3 BAld B Ao Fost

to o

T
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I 7} QA (Ellegaard and

]

dee 13

949
Ritter, 2006; Cordon and Vollmann, 2002; Christiansen and Maltz, 2002).
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2. 9 534

N

1) &HR=AMEA AFA 14 FLA

214 & Al (employee identification)= AFofoln] x| e} Mu] 2 Alg-2pe] o uA] 7} X5l
M dial] dARE =75 AEE e e ngit

LA ABA A SN SAHI) A AT o Ege] Wbl i

g8 Wrbe) BYE 9= A Bdelrh B ATE HYHQNE)Y AN F88 -

EN L B! ® Qe AFetA A%l A4 BUA Axz B
4o el

N W5
5 30 gon R4 4
)

ed 299 AABE el Aol F PRI SASAT 2 FEo] dF SAAE
A8 224 S ~u$ 22mel 74 Aun SAsdon dd AResE s
[e]

Ml AlFR QF U] ¥ &S vheRLh

2) 494 7%

)

A4 AL Price and Arnould(1999)¢] A-olA AMEE AXx
< W Arsh e Absolgt AzEn, 8 2da a4
HE s Ao v A7, 238 292 WA Folo]

T A 5ol die] dsl 2FEA G~ 2B TH AR S5

2 FORAS W au,

O

o1& Berry 5200200] AN G thal AP Az Wed F LA AT o &
St 0 Fasl 38 5 9t AdRAYOR s Aulnsk A&a o FolH
A%, 82 A & oldetn 9t A dsl A¥ 18A ek~

S 2= 74 5w SR 6 2469

719 HEAGE “TIYgo] AES Aetn FEATEY o] O*HM Aol =7kl
HAE Ao m, CSRAGE “7Ifdel A3l4 Asls st slol drbd &7
o #d Ao w Z+Hz A s v (Brown and Dacin, 1997) 7]‘”?2 Ao AR
e FE3E AT, AsE A29e BREE AR § 2 IHoR FAFAoM,
CSRAZL #AdE s fa AdAe= Bs, A3 4 Ade E‘r?fL AbE 9k Fole e A<
Je &EE du AdstsE AR P FEoR AL, ol Az dist o Ak
= Ad 2¥8A g ~vg 22909 7H dx2 =A3FAY(Brown and Dacin, 1997;

Berenset al., 2005).
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5) 719 =HgA

719 wj@ AL “T)do] 3t Ty o)y o w A9 slil(Bhattacharya and Sen, 2003),
ojH A= W Aot} HFAst= shoh, miE Al AAGE M T Al A I
of tal A8l 2#8A G~ 22N 74 Az A5
6) A@H|&

g &2 MRl = AlgAte] d&s Fa dAse Y A= AdA, 544 H&olg
A 9)&til(Jones et al, 2000), Jones et al.(2000)0] Ab&eF =& o] &3t AT 54
FEL FAY S wFr] s e e e ARE Fhsted AH Y 28
He Al FAN 28 vbrd 93 a e g9 Ak Aojv, vhE 2y ow v g9
Wb dobs e v Aaor st MARS AxE A8 %A feiD)~e 28

(Mo 74 4=z S48

7) BFH FAHE
P4 AR Aol tie A53 E47ow Aosta A et A Rl
T A ALl AR SASAY. Aol tigk SAWMEE AEHA Aok o K&HH
| 7Y A EJQEE, aEla AdA FeREE FY FhEae] o oAl
Wk o Hle'2 235900 (Chaudhuri and Holbrook, 2001; Fournier, 1998; Keller, 2001;
Yoo et al, 2000). +AAQ SAFHRL AL o gd Az AL ol sheA, FFo vE
3839* ] O}L sl FAH 238 olfo] AuFor WL AL Fo= od Oigh

Ars A3 28A deb(D~v 22D 7H A== S48

2 dAFoA &89 SAWTES U4 434 (internal consistency)? Bl S HESHY]
gate] wlElE 2~ (Varimax) S AW-S A3 2R3 AZEENS AASAY. 290574
& Bt ZF &0 &3 BE AEEEEC w49 AEE SAS 2 Ad=UtE Fetskg
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1.793
.850

1986 1.805
869 878 907 904

.953

.950

3.292 2964 2874 2745 2.104
14313 12.889 12498 11934 9.146 8636 7.848 7.796
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TEAHAVE : Average Variance Extracted)

2
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[i3

b3}

o]

1

gl

=

ol

AYZ
[e]

ol M=

B

=
©

(AVE) #tol

<

lﬂmM
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2> TN

37
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1.00

1.00
0.342
0.072)

0.614
(0.052)

(0.041)

1.00

1.00
0.626
{0.052)

1.00
0.479
(0.064)
0.387
{0.069)

0.598
{0.055)
0618
{0.053)

0.390
(0.068)

0.706
(0.043)

0.798
(0.032)
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L2 H (maximum likelihood method)

=
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g

A
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o]-gsk3it. Lisrele] 544

KeN
=

4>ol AAE wket

<3

R
1

7HA]

o] TH(RMSEA)=0.039, H]ZEF4 A+ (NNFD=0.99, H]x

(AGFD

ﬁo

ToR

—_—

Aoz HAAA
(GFD=0.89, <AL A}H A9
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<E 4> AFRIY Y B2Fd ug LISREL 4 X

T Z 2 (structural model) 27 ¥ (measurement model)
N LISREL o N LISREL o
E’—T ‘il‘xé ;—q J_LT'___-?—X]— t%}k E’—T -ir?é ;—q JJ_T':-?— ]’ t%}k
Yo 0.76 0.068 11.07 At 1.02 0100 1003
Nt 126 0,089 14.00
Y22 0.17 0.080 2.10 Mot 1.36 0410 13.50
At 128 0,085 15.03
A . . .
¥o3 0.14 0.110 123 12 1.20 0.093 12.93
A 122 0,087 14.02
Y43 0.34 0.067 5.13 Nt 113 0.072 1571
e 105 0.071 1473
Yas 0.59 0.071 8.27 s
At 0.84 0078 10.77
Bz 0.36 0.066 541 At 1.24 0.077 16.06
Ba 0.40 0.060 674 Nt 127 0.080 15.86
Ast 137 0.079 17.26
Bis 0.25 0.061 4.14 Aot 106 0110 973
B 0.5 0.080 310 st 135 0.090 15.04
Ayt 128 0,097 1313
B2y 0.22 0.100 211 Ay 1.29 0.087 1471
R = 045 Ay 115 0.094 12.30
Ayis 151 0,089 17.06
Ri(nz) = 0.32 Mz 150 0.089 16.82
) Ao 143 0,083 1682
Ri(ns) = 0.57 Ay 118 0.072 16.32
. A 128 0,074 17.37
R = 072 A 117 0072 16.26

CHI-SQUARE WITH 214 DEGREES OF FREEDOM = 275.621(P = 0.0029)
ROOT MEAN SQUARE ERROR OF APPROXIMATION (RMSEA) = 0.039
NON-NORMED FIT INDEX (NNFI) = 0.99
COMPARATIVE FIT INDEX (CFD = 0.99
GOODNESS OF FIT INDEX (GFI) = 0.89

ADJUSTED GOODNESS OF FIT INDEX (AGFI) = 0.85

& Aol A e A ZaE gofd <& >3 <T¥ 2> yebd kel 3o
22 & 4 Fa = 7HA1e] A £E3 FAACE 0.259]
3L tgko] 31002 FAAOR o S vA = ALR yEh AXHAY. FPH F-
ol Amlatel Mula AFAgte] A EdAd FRFE vv= VM 2= FEE FAAL
0.760]aL tgke] 11.07% 94 4ol AL Fo3 & AT & = Ao A
AHAet. 7199 AT Agn]ge] AAd A 7 38 53 FAA7E 022(t=2.11)
2 7)o g o] Azte Aden gl 2% Fe mAs Aoz yEy AAHY
U 7ldeE gt g Aely Ad g Aol 7 MiEAded d¥Fe ndve A
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45k 5] A9 EES FAAA 27 034, 05919 old) tikel 27 513, 8272 pekt )
AsdAdy 7199 AslA FgdAde] 71 wiEAgdd foe g Jaks nA= Ao
2 e 7HA 49 5 B AA AT ey Vg E Ade] A AgAom o
g HHETE Ve 69 ASde 2T8 FAATE 0.140] 3, take] 1.230.2 Fost ks
2 A ek Ao R Ve 712 Q) o] &9 e A ge] Ao oig JHA 7
o] Aol 53 FAAIE 01703 tFke] 21002 #93k Ao AA AFH AR H
Atk A5 LA P5d FAHAEA JTFE mHuE 7HAd 89 A foleE Best FAAAIL
040(t=6.7H 2 JNATIAV} P54 SAHAZA FAHA TS vAE= Aoz e} AXA
Havk A3 ga gF5d FAAEe] A digk 7HAd 99 H e mEs FAA 036, t
grol 5412 fros Ao AV Ao AAFHAoH, 7PduEd s P8 SR #
Aol et 712 109 A, £33 FAA 025, t3F 4142 7|gdujeAdo] 354 FA o
frojet Aol J3e HAE AoR Y AAHIAT 7]ge A8 A A F5Ade] 719
o] wjeE QS Fal dan g AR FEks mAE AE FUHH R FA% di 7199
ARSI A A}l dE Aol dEn] gl mA e AHA Gkl ogh A HARY] xFs FA
A7} 0.0070]1 3L tgke] 0.059= Wby fresh x| zbe d@n] gl oisk Ag A AddEs AN
o] AFA aRrt gl AoR YElg oy 79 vmiEAds T3 HHERY] 178 74
A7} 0.130]aL tgko]l 2062 YEh AMgAd s Aldol 719 wigAds Fa A7hd
AEn g FdAQ F3FE A= AoR YEWTH(E b5 FE).
<F 5> Agn| g 3 CSR AN 2l Hdadel 7y eyt
FE B EEE A
0.13 0.13 0.007
CSR @ — dan g (205) (205) (0.059)
O 2]
< 6> A AT 2ok
AaAw 9w Zi Aeas oj_i‘: ;;_
1| AAEDA M) — A S B | 02 | O | p<005
A2 | ARA 994G — AFFAA () v | 076 | © | p<00s
3 | e ) — A 38 () B | 02 | O | p<005
12 4 | 7195 E A G — 71 WE A () ¥43 0.34 O p<0.05
745 | CSR 94 — 719 WE A () ve | 059 | © | p<00s
A6 | TSk — Ay w5 | 014 < | p>010
AT | eleHE () — AE () ve | 017 | © | p<00s
A8 | AHEDA (M) — FHE ) Bn | 040 | O | p<005
A9 | A — =M Bo | 036 | O | p<005
10| M) — FHEm) Ba | 025 | O | p<005
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A Study on Antecedents and Consequences

of Switching Costs in Service Products

Abstract

The customer retention strategy is considered by many service providers as an
important source of competitive advantage in low growth market. Enhanced customer
loyalty in service firms will lead to greater profitability. A great deal of research has
focused on examining the relationship between customer loyalty and its antecedents via
switching costs. However, these studies provide little understanding of relationships
among variables in service products. Specifically, these studies have not tried to explore
antecedents and consequences of switching costs and investigate relationships among
variables considering characteristics of service products, even though service products
have different features from tangible products. Therefore, it is necessary to investigate
the factors which can influence switching costs in service products considering its’
characteristics.

Switching costs can be defined as the costs involved in changing from one supplier to
another. The domain of switching costs contains both monetary expenses and
nonmonetary costs. Furthermore, the domain could include the loss of loyalty benefits as
a result of ending the current relationship.

The relationship between service providers and customers has to be approached to
understand switching hehavior in the services industry. Burnham et al.(2003) suggested
that personal relationship loss costs are one of switching cost facets. Personal
relationship loss costs are the affective losses associated with breaking the bonds of
identification that have been formed with the people with whom the customer interacts.
Consumers’ familiarity with incumbent provider employees creates a level of comfort
that is not immediately available with a new provider. When the bonds of identification
between service providers and customers are broke, customers could feel emotional
discomfort and in turn, this uncomfortable feeling could be perceived as the costs when
they consider switching service providers. Therefore, the personal relationship loss costs

could be the critical factor for explaining switching costs in the service industry where
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interactions between service providers and customers take place frequently. Moreover,
the bonds of identification caused by the direct interactions between service providers
and customers could influence customers’ perceived switching costs, because customers
participate in service production processes due to the inseparability of service products

It is difficult to evaluate the performances of service providers due to the intangibility
of service products. Thus, customers perceive the switching costs higher than tangible
products and are prone to maintain the relationship with established service providers.
The uncertainty costs and searching costs caused by switching service providers could
be perceived higher when customers evaluate performances of established service
providers positively. Early in the service provider/customer relationship, consumers are
often faced with not knowing what to expect of the service. Owing to this intangibility,
they perceive services as risky and consequently need to have initial confidence in their
service provider.

To reduce the uncertainty associated with service encounters, buyers will look for
signs or evidence of service quality, and will draw inferences about service quality from
their perceptions. Therefore, favorable corporate associations could be concrete cues for
evaluating the service performance and facilitate the drawing of more positive evaluation
which in turn influences perceived switching costs by increasing psychological
uncertainty costs. Moreover, owing to the inseparability which refers to productions and
consumptions of service products takes place simultaneously, consumers take part in the
process of service provision. Thus, consumers have to participate in service process
actively and make an effort to obtain the satisfactory service performance. The
customers’ perceived usage convenience of service processes increase learning costs
relating switching to new service providers and in turn, influence perceived switching
costs, because the services which customers experience are delivered in a way of
process and flow.

Therefore, this research explores personal identification, corporate associations, and
usage convenience as antecedents which affect customers’ perceived switching costs and
customer royalty as a consequence and investigates relationships among variables
considering characteristics of service products.

The results show that customers’ perceived personal identification between sales
person and customer has a positive effect on perceived switching costs and behavioral
loyalty. Personal identification can be strengthened by the formation of commercial
friendship. Customers’ perceived switching costs are affected by corporate attractiveness.
The perceived corporate attractiveness which is strengthened by corporate associations
has a positive influence on customers’ behavioral loyalty. Corporate ability and social

responsibility association influences perceived attractiveness positively. In terms of the
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relationship between corporate association and perceived switching costs, the corporate
ability and social responsibility association has an indirect effect on perceived switching
costs through corporate attractiveness. In addition, the usage convenience has a positive
effect on perceived switching costs.

Key Words : Switching Costs, Corporate Association, Personal Identification, Usage
Convenience, Corporate Attractiveness, Customer Loyalty.
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