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AlAAE

A 12 a7 Hed 8l 99

42 9w YT (= 9w AEFE Fehi 77]% (ookism)o]
Mg Fue AF ATl Faol WAR AN gto] Hu
oth= ZIA7E WESQT R ARFOE AF QAFAE, 2011).

.ﬁ_

gugl 25 FRPAE A7 hd A v gapa A S
e 1970 ARE FAS Ay do]l HdEg Z AR

ol 1A KR A RET Py 23uhEE (oF29]5,000%e) & ¥ W=
Ao AT A HstH, o AWFIREH RaNE 9l W2
A= kol drha FAstal vk ESt olEThe o]F9 WA'e
AR 24220105 HolM " AAH R elr T e FARE = Eo
FHa 1363 85009 el Fstal, 53] wj=qle] A tolojEcvt 47
600091 €& EoF Xurh'a BrEh o)AY =Nt oyl dAA o
el 5ol wet ¥

Qrel it wAol AL FrhSel wet o A grishs
SolME eng vEer s A% A d° AAZR Qldh
=71¥ EdE myEe ofx Auol7k Al 10008
ez sa AW dEzAteld Fojarel 89.5%7F  dh= ARRE]
e ARE RE Hrbehs AFel A a e it ( fonE ohE
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o' A oyt TR O] X& EATF ok o] £ Y ORA
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oA 7 ddhAtElel M= wiE Al RIL ASFEe AT, BRRIY
B7FE A Vol He 5 A%H =R AREHo] I FaAol o
ZxE0 Qes & g Sk o8 #E olfE W2 A
A wFel st JidE A o® AAgtslE = dAEo] s
Raefo] grow, st Ay, Fa Fofst wAIR Hof 5 vgd
okol A Ag-7F o] Fof A o Sl

AAA wgel FeAdol A Sl wek V19 S
AR Bl A ol A =g E ARgSigtew, webd I mdtel] wdh
=0l Wol Mg Eol gu. dHd A= FE FIELEY wig Aol
Tt AFSolv(AuE & AFS, 2009; vF2oF & Ad<S, 2009; =AE,
2007), AmBlA ZIdelA MuElA AleRRe] AIAIA S wiEe] wet
ATE0]tH (Koering & Page, 2002; Magnus Soderlund & Julander,
2009; 27, 2009; &5 & &3d, 2010). 1 HE&S wH, wfEA
FuREe AWAE Stolw Fae] did o soZQl BUHE o
wa T, THMEES SR, H doprt AHAQl g Fsow
AA =R sErh. e wiE Al MulA AlFAs ¥ u a3l 7

I~
=

ZHA AL gkar skglon, Axpxor uZe o] sHAA dFs T
S S

N

)
o
>,
kit
ofd
Ll

Aulze] it AAAR] ARE Adele dEe siv. 53] AH|Ae
FEARN 5A4E AY7] wFel weoll Hole ARl Q4w A ddsH
Y +=d Berry & Clark, 1986), I TolAE 71 Al Q4xegta & 4
N AH A AFARe] AAARD w2 AMH A R 7)§]s ddstar
H7bsk= ®H ol AAARJ]N dAE AT s8% ey & F
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At (Koering & Page, 2002). wgtA Fu Edoji} AH|A A Y9
AAA E s vpAE Bl vl T s Adua & 5 Qv
oje}b wmpxtZAE, oF AR 5sl AAA g #EAo] =2
Wwopol7] wiEe]l A HAE oMz AAA wEe o
AT

>

<

QAR
g5k 2 sloz weld niAY ek AFAbES dwbAoR o
A HE

AT A FARHA AAEE 7HA 3 vt s 9
FAGe  dial ilel whE QIS FAXE B HolAe WAE
o g FAEH=H, o2 dA F Tk sturt vtz AR 9
]Roltk(DeNora & Belcher, 2000). o]#d Al wigsS o] &3tk
%A ¥ AMEZ Abecrombie & Fitch7} 12™, Abecrombie &
Fitch+= w5 2Ql FddS 183t ol& =& Aos AT s ==

o] &3ttt
olg 5 AAA e #aE FE AMH|A AeA, S Fujde] 2o
SEEolA gkoh 2y, 2 31 dlelA BRI EA7F RS oFlstn
FoAE SAAA AR Ao S A d&FS vE 4 Al (Lovelock,
1996), 7HQl F AAAQ Az Ago] gls wol= vu& 1A A7
< 73 = Aoz d#lA (Soderlund, 2011), FH o= EFQLY
FFH| FEst Avt. ol s Aol we BRQle] wiEH o #gh A
2 s Ao AAA wEge v ds



AREEIA BESE e A ddS FASES ste Y A

M9-71% 3FFtt(Malar, Kronhmer, Hoyer, & Nyffenegger, 2011).

oA 7 AlAA wizgo]l Fua M Fxd S SRt 74X Zo]
73

ofyel Aol zzjoluA] gl HlS3k
AWk Wi ® z7|oju| X9 AZAE A o= iAo

ol FAAA AL AL 5
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N
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1o

S A7lelv A A eRlEs nH ek Zlo] Fastttal shAlth

Ztotolml =] Ao FaA = FE FFAA FHel FHIPo] AFUL
ojFolA gttt aMAES WA 79 FHEETE VML %o ol&
77 SRF o ALY 52 ASARTORHA LH|[AE AotE
Yzt sk, ol et Aol Al B BA=TE AHoRA ol gH
FoAn@EFYd 9, 200D). wWERM As #F yeEida f™lsts, S
kA1) olwl x| eh dAlek= olm| A 9 S AZskAl "ok Grubb and
Grathwohl(1967) 2 “7HQ19] ZAn|3 52 A
AL A7 NE S S8k Adtele Ho® dolriA = Zlojnh” et
Aretdet. =, 71 SHelAE BT &R[AEe ovAE aeste
ol¢} dA|gt= WFor BHIA= T AFS ALESA HI, AB[AES
2218 oluA gt dAEtE AE Azste]l AR[FgoEN  AVPNEE
ZatatAl Aok sl AE deld dmjidy & uAS =87 Ao
QarAM EASA Hr o]E3e] Ar|olw|A] AA|= o]F WiF HAEEE
Fo A5 AX oA AnaEe AR A4S AE & Atk
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R EE PURCEARAE P S D E SRS R
2He BFo] o|F shiel AP £ ma ol u
p_ Sol thsl Pobwma el AAA wiw wRe] zrjoluA
Axe] wE P g7 westel BASIA Bk B AFE B,
FIA0R /190 BAL QA wolq, TE 2] A4 uY 2
A7olv] A Ax e} pRiskel AT Y Ak £ Bgol Hug s,
AE W) QA B e AH WAl AH HE Y wEES

o A=
=
.

=
o o were AAS A F
Bl BE w9 Aud AR 2AHE Be) ojw g

A, AE 0 QA exq Wy, oE A AAd uy o
ArlelnlA QA eclel AZ® FAMUAEL, AFEFLDN BAS

dobr izl gt

Il =) =,
AAA vy 9l zprjolu]x] A9} Tt FE U A& Q4o ddt
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A 2 olE4 WA

A 12 wad e 1A A b

1. B33 37 (servicecape) THRAZEA S vz & 1

Ak e AEelA E2F B4 del s BE 2459 IS
gen MRlavE AleHe B4 84S Fdl AnlAe AHAE
Tkl Al MulArE ol FofA = Faold MulAe] FHou AR
T gt JRA @A E mhetslal(Shostack, 1977), o1& Fd A=
Aulzel s FEskA =HH, dAWAd MulaE Hrlehe d Fast
a2 AgeAh(Lin, 2004). WA HE el o] FoA= 2uH|2ke] H7}

w3 Hxe w4 @ el 3l v .S dEFE wA dnh
)

5% 34, = Ap|AA o] E (servicescape) @ AX, FHE 2n|de=
‘WEAA O Z (landscape)” ,  HIHAAE  ou|dh= A A o]
7



(seascape)’ Sol Eolx= Am|Alel AFA 0|3 (scape) S A H] A (service) &+
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o
o
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=
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).

Aoz QFto] FHxd IAAS gulsth(HFTE 2, 2008°A4

A B) AT o] 3o of st o) H-5- 9] ATE Baker (1986) 2}
Bitner(1992) 9] F A& 7|2 & 3fo] o]Fox] 11 Qlt}. Baker(1986) &=
Mu|AaA 0|25 M| AF A FoA an|RleA AldE & Y= B

39 WAn gelsdon, Bimer(1992)% AdXolAL AbsH

A2 AL, Aol Sl a4 SRRk Muj Aol 4

At 1 % Baker(1986)= AuH|AA0]xZS] HA QA EA

o5

=
T

=
-

i
kil

Q9 2 (ambient factor), YAl Q4 (design factor), AF3 A 2 4 (social

factor) & A8t AMu|aAo]Le] A3 A @40 ToAdE xS,

ARSI A @ aelE HE B U e AMEEEA Sddy i 1A
&, BN}, 35S Eehdoka sl

e AU (2007) 9 AFelAE AnjatEe] AXshe £ 4
T4 ZALS wEUdth AnAEL Tl A s B8 84S 9
2817 24, Uy 224 @4, 08 149 7g By, e 1A
BE, ohE A £ w7 Adow dAsta lSla, T
B7blAE 9% =94 34, Uy =894 34, o0& 149 7pAA B
e A fyFol v sHA Ao st Uth oy <l
9L 2AEH RE W 294 34 QRlow, & a9 IR
A oE A A BEE o gRlew FEEEdH, ol §
ARAES FYdd e 1A R, A" T A e4a
Mu| Ao 25 FAsE Q9lor e on ol Fod)
aEfskal g el

olelg =el# #AFS Wi, A4 FA, v g sl THA
39S v XA Hv (Hightower, Brady, & Baker, 2002), AH] A g7

o L

1o

oV mfy o



e o]
WAL, ol nAY HI-3y FFe FAeole T GAHE AESHA
t}(Bitner, 1990; Sundaram & Webster, 2000; 714+3], 2005). w2hA
A UelA dwjdy o9& AL Aanjxke] HAx o Hrle] JFS

HAE @aRA o)ES AL AWHE AL FLITha &

2. AAH wigo Ho ¥ A7

AEES ASES RHERS W S74Fo 719 AEAd B
WA H=dl, A=Eo] AMEY Aol o B 29 syt viE
VA A w3 (physical attractiveness) ©]tF(Soderlund & Julander 2009).
AAZ, Gulas & McKeage(2000)= 7HR1E mig#o]l7v w20l
UeoR ERete A9 AEAd FFol Avkar sk, ]l dACl 3o
A A wfe o] A zbel] tfst TR A AlAFsaL Sl
Morrow (1990) = A1A4  wig&  ERIEEFEH 3974 ¥5
olFol U= iRl d=olmAl At shlon, 73] (2006) = AA A
mgold e AR wlEE EWst AAS] ofEuEoldta skld

o

AuHoR AAAOw YA AFES W Holx ke AFERT o
FAAow  molxd,  oldd  @we  AAd g

2 H 9 2 E+9] (physical attractiveness stereotype)’ ©]2}al 3t} (Buunk
& Dijkstra, 2011). AFEE2 oleld AH e eebdel wheb 7412 ool
istel AL ARE wEer  vHlwd  4ds AE FESH
vl (Williams & Zadro, 2001), o]23k 2H]#2 Blo]g o] i 7]E0]
7ol B SR AL JHAAHel FA weol Hols R e

S Soltt, olgAl AR WS by el wola I JFsE NQF

9
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£ % 3ol A (Caballero & Solomon, 1984), o]o whg} An|A}

Elelel] tist AP EFYS sty Lolr) ERQl

olgAl Wiz A R FFEAE ko] wHI=
=24

d2el x7+e Ao 7)1 (Ashmore & Longo, 1995),

et B

aSle

o
hu

S-S
OE

o}
3ol

=
-

AQAel Jeqwnr opyet A8 M BB AT JFHL FAITL B

=3l 9](2006, p.438)+ 8 A oA = AAA wige g

7S Fofstal, R E§ 3 Abgo]l O FHeta, WX 1, &t
Azrsted= Aol 9=l oled 7hge] miE Fd @t (halo effect) 2hal
sttt mgE ABARE A S Frkske dikemA A A
ARG E o] &3 o, A FPRIAN = st oln A MR 2E-5o]
AEL =24 S EEA AFEel e ojd Wa s
FHoz An)el FFayel ¥xo] ¥t (Erickson, Johansson, & Chao,
1984). whebA sl AE el Awjdy} oE A48 B F4 Azl
AolA A g EA ZgsHAl Ho, @y tE A4 AAA
2 ol5o] EAets HEAAMY Aol diEd FFEIE yEd F
Atk ol® Qe AMuAay FHo i s ts SR A4dE F

S Ao 7 Helth
AAA wHo]  #wE thel Xzt QoA =

comparison theory) S @ AW3= ZH97F

2007; Festinger, 1954), wWgZ# <l AlFHE=3 w7

AF3]H] 0] & (social
A}3]H] 0] & (social
comparison theory)el] wW=2w AlFELS oA, A3 Al

A e 2SS HrlstEys 712l &7 9 =d (Buunk & Gibbons,

53 2o

o

R

S ERel e

4
Mg Eel AN WA Bk AwAed 2e olgse] AL
B7Fs1E HEshs Algolet @dete, ads ARE FRo ol gol

27458 W g2 Agy madoza AAs Hr)

st Zlo]l (Buunk &



Dijksta 2011), &3] #Fx 2d & A7 71 vlmw tito] H7|x 3k}

o w 7ile] thidE ofEA vhFiiel whet AEA A3 g

A=, MU v g 2SS dE(contrast) Al 7IAY &2 Hlw
At 53} (assimilation) ® = At thxe} F3= #do] QlojA ofw
FARE 7IFo® I ARE TASET wE gyeld (3, 2000),

=
TARAA HE "old vy #HEd Afdes dxzans, SAFCAA
7Moo ddE Agdes sstads doXity ANk om mg Al
o e 9 AFy Hlwd w53} (assimilation)=  7HQ19
Zpofolm| A & A7 3, F3 2 SAHA RS Jdoqnh T,

Rele]  9-gs Hlw AT} AAlS dFE(contrast) AZE W 159

Hd ATES BHE AEelA wigAQl Rl =FHW
At AR Zlow QIAEkE w3t S of|E Alolta
7tk (Jones & Buckingham, 2005). Fischer et al.(2010) <]
Aol AAAoz migAel Hrde =ZHW At AR
A7l #Hd HRE 1 FHrlske dol lojA vl ARl FR L
=9 ARy S AEgs Wol oA dues Ae s g
AR o w wig Al R A A A= YK (decision—consistent

information) ol thst A Ztd FHS S7HAZA B oolyg o] Mo Tt

11



LAH, ol Tl aBlAe] AEA Welg Ba tha 1 mae
FH At EAFE wHUAL Ed 53 920119
AFANE AHY £FT AYRA AF WY WA o)
A9 Agn 494 BANe F 2

A e B 2RA S EATS e

G mPow
BRH g B ATEe FE omde ggoz sgdon, A
A5 BANAY AAA dEe] BE ATE A9 o]FolNA 2w

AW AAA WMHS Trd WAOR A@EelA Azwel FAA
Fo RAH WS ooyt F23 Q407 wEe ® Ay o
AAH e A7e vigow AT A oFolAE AAH wje

atel] thal] obR. Lz} g

3. i AAZH vy

Ml Aol Mula FPdLY FeAde #dh W dATE0]
olFolA gtk wujde] hst AL x7] JAGFAH} T A-ElA
dvfare] A S S AR FFS F7] Wil (Reingen, Gresham, &
Kernan, 1980), AHlA FHeNAel ujede]l AAZ wge vzt
S Fole Fa% 8 .

AAA v o] #E A= FE2 OAEIA FopollA AB|A AlgAtel] el
Aaeo] givy, WS AgolA AR[A AFAE] wiHe] tid TS
A AFSEL Sl

duf el gt o] 7] QIR I s Aol dvjate] wie Aol

e ERI

E

(o)
tlo

12

v (Reingen et al., 1980), Fuj#g|x}2] FH el tfst



F7ll %= Qs vA=dH, 53 v #YAES wygdol =& o4
THE> S5ANES # ddetn BEI, AEHHOoR AAlo] T
s Z& 3 Zlojgty Frhdt: Ao® yekwt(McElroy &
DeCarlo, 1999).
Tk S8 91(2003) 8 AT, AL FHAL A #Aglel
Al FHe] MHAE AT W F
ofyel ol g mA yetor, ‘Fddo] obF =
I 4 gt = Knoll and Tankersley(1991)¢ E£=27AAYH FTH Lol

Aol e e FAdsta, oEE S8 A ©
FEAE RS ST AoR

Julander (2009) = 3] = Al AMH|A Ao AAA wigS A
Z1dell wish wSro
2] AlAA migo]l w5 W AR[A VIYS ¥ w2 1A wkSolghe
S 95 F Aee Gordlth

Koering and Page(2002) & AH]|A AFAY Ase
e gate] dis Agskivh wiE I wEE AMH|A 5
A ¥ et 75 AleAed e A7 FobRom, vy
HdEA S AHIAY As Mua AleA] wEgEs F3F 4

W elA 7HE Aot A veRdth e viE et dE Aquse =

bt
o2
o
o
A
N
rlr
Y
o
(3
)
o
ol
2
>
E

>«
BN
o
>,
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Al Algare]l wigel Frhgtel we AlFE, AR, wEel tig 8t
T3 FUbEh A HEe] ASm v fEE Auas 9 oA

A3 =7}
2o poltt

oA Y W AAATE Tl & F %ol AuA ATAe] AAA
=
T

M mAgA FPAL AL Fe, we] ¥L5E Prhsol
s QAEn, P El AYEAEE SAAA A7 A1l e

o e
X
o
i
I
24
=
rlr
P
r\j
o
i
kit
&
o
=
o,
o
o
30
=
x>
=
0Q
o

wojstA i &
& Main, 2008). AF3] Fxo]&(social facilitation)ol W= AB]X~
ol v
el eFele] whesh

GFAFS Tk AEse orRel wgel ¥E B4 el
ool xMAEL ThE nAT YT BAS THAE 7 B
M BE wAe Py, nmAss @dds o Fed A4

Ars 1A Fod nATe] deAgel #ds Fi TS 4,
2008), X W o9& 149 FeAdS HoFa vl Lehtinen and

Lehtinen (1991) t& nAES =49 159 dF2> Aulx FH9
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=

k!

).

e

Ao,

YA (density) ©f
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Ao,
T2 720 (2007), Argo

ZH| &}l Al

-

k9
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ol H]

A
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=
LN

oA $tH(Turley & Milliman, 2000).
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Atk AR (2007)

et al.(2008)°]
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oY AHAES HE Ul thE nAEY JPL

S AF Al gloN FFe] H EANToR

al
AR F(reference group)olst ‘AAAH =2 T}

AQle] 7Y, oY, Aol da Fod dds e

et al.(2008) 2]
A= s 2

(0153 9], 2006, p.512), FAF N E AP, 715, B8 To] EiE
1 8o AnjgEe JEFS vAE OE ARER 28E Y
ARG AFelM= Bl olEs EXY ERol= Al (o A
5y AL EoloA HolHoy M An|R5S EFele] o7
8 71golsl Ht Aol Jvkm STl ¢, 2006, p.521). 58]
A R AFS GE AFEEClA Bol ARHA Skud Azt
Agol == 7 AL ool we} FAFTO] vA= dFHo] L & F
Atk TAAGE T2 XA YgIF(Information influence), &84
% 3 (Utilitatian  influence), 7FA 3 E A % &k (Value—expressive
influence) 9] A= =3 AP ¢ Meo] G n Ak FAHG

oM = o, A2 el EAsks t& 7l

o
AR EA Y A s HH, &n[Ae] HE W 7

g Aox HT
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<Id 2-1> #A-ES] &7

3| 9 & eH(Membership) H| 5| 2 & =H(Non-membership)
S Fct 28 S|yt datEch
(Positive Attitude) (Positive Membership Group) (Aspiration Group)
2HH Fct HEZC sl & et
(Positive Attitude) (Disclaimant Group) (Avoidance Group)
Z2]: H. Assael, “Consumer Behavior and Marketing Action” , Kent

Publishing Co., 1984, P.358; #-83](2003) 2] 7oA dF <&

ARG FEH= oAH7HAE E7E A=l Assael(1984) 2
¥ 2-1>% Pol FAMGE ERabn Ak A2 4uA Ave
AEA E o mdgh o Akl dudwdA saggaxel o)
ARG E Zle BoF7] AlFsin. 493 (Aspiration Group) o] &
Mol T E AFFS 7HA], ¥ Ee s E|E dite A
e, 339 3w (Avoidance Group)< 7HR1o] ¥38taiz} sk Ao
Eotaat YakA] ok FHekolth

FARGSE OFE A9 dZ, Soderlund(2011)9] A= &
@704 A 2w BES st e 1ol AwATE AA L
A Aol 7193w dAsivdn Az A
AoE Yewh. £ tE AFE  Mcferran et
al.(2009) &= AHES 84 Ul Qe vE AFE 4 AdYs Vo R
e 2 melFen,  ®le  w Elel  wwl
BFEAADH Y A A-(dRHS) oS5 HRle VIElE
et s oldd ATES B4 o] EASH: Ag Wt

S
=
Ngow Agrom, 159 A BES B Mela B A7)

i

o,
N
-~
ﬂJ ﬂl
it
X
ol
il
rlr

J’ﬁ.! _CI:I ; 1_-_] i

&



@A e nAL ¥ AE Jeld 2ud @4e @ o
EAs @ EAsE ARl FAAN G WA S
FAAReE QAslo] AulRe) g% 1zl A F )
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A 2 & AT]olulA] LA

AFES ARl 28 ARe oldske dH AIolvAE Vel
et S, AAE ARl ARl AR FA sk AFske] Sl Ab]ol v A&
T = Al AR ARl =4 B2 ol&d A BEUIEE
WAske (A g ', 2010). weEbA @2 A absel A7jon Ao &g
A2 StFo] AofoluA] AR o] JFHel thet A= At

= AelM= Arlonx 9 g 545 FElsta A]olv]A] dA 9
dFgel dsl dopsmomM, Anxte] wld 2 uE 1439
A7lolu) Al AA7E A2 ellM ojudt FIFHE TP LEA Lot At

Fie

1. A710wA2) A

Z71o]u] #] (Self—image) & A7) 71d (Self—concept) ¢]8ta1 % 3}
Az1elm Al el tig o= UnbA 92 Rosenberg®l ide] 7Hg g
o1gx 3 tl Rosenberg(1979)+= A7|I7ES ‘7jelo] 7] AAlS
shue] JRAl Z2 dide® @ Al ARl oid Azeolu =79
T olgtar A efsteltt.

ZApz1olm Ao thst B A F HHE Hwm T Se
A7)l m A g arelste] st fPow B whdAoldhA (single—
construct) ¥ Ap7]o|m[ A7} 5 TFA] o] fFEom FAEH v
He gxpdd #-o]l Aotk Sirgy(1982) & vz 3 0 2 A
Azlelu Al g AR k710 A (actual ~ self—image),  ©]%d4
ZF71o]n] A (ideal self—image), A}3]A z}7]o]n] A| (social self—image),

19
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ol A}A el A}zl A z}7]o]u] A] (ideal social self—image) 2] Y| 7}#] F-3 o=

Azlolul Ao #E A5 FE TS 2] ArlolnAE F 7HA
e, S AA A7]olw] A (actual self—image) 2} ©]%F AF7]o]H]#] (ideal
self—image) 2 T&3te] ttFx b Al z7])oln] A (actual self—
image) = 7HQle] ApAle] disl A ztsh= ARdg wfR ez sk JigQl Wb,
o)A} #}7]oln| A (ideal self—image)= 7jelo] 1 Aojsty Asl=
oAl RFolut Hxel vy el s A EE Jidolvt(Malar
et al., 2011). ©eFst 2o Arjolw]x] T AAA Ap7]o|m] x| g o] 4]
A7 olm A 8] o zpdo] AnjRke] Bl el gk Friel 7Y gt
QT vAE Aoz BA7] Wil (Sirgy, 1985 F 7HA4 A71/dE &

F2 oea g

v

<AH2-2>373 4 d2+9

HE
.AEIX'”&! Xl_ol_oll:llxl .................................... .} X'”%/E?'_HE IA_'iE_I|'I
x%/EEE IA_EH ------------------------------------ } OAI'X-l xooux
= o 1
24

AEES &3] ERQlo] AH|, AMESEE AE 2 HU-E BRI 1
Abgo] ojm Algtolgtar Azt AdFo] =], A A AT Foo A=
Z

2]
oj# gt A Al @Al £33 S T g A

FozA
A7)olu) A o) e Aeha Ytk Z <Y 2-2>el A9k o] ulAhs
Aol AAH AAouAE EEF F Y AFEASE AuE)E



AN, Apale] o)A zprjoln| A g BAdsr] flste] HAEE AEEy|®
k(o] 8HA 9] 20065 %9, 201004 AAL). o9} HFAEHA o] 3
9] (2006, p.175)= FE7F old AFS A¥st= ol 1 AEEC
2] AAA zroln A e} dx ATk AAE] wiEolw, whdel] =
OE AFES AMgstEd ol azEel g7t oA Arjo]n| A
g8 AR VEed mgshs 2E =ebr] witelgta skl
F4E T AF/EA=E T AF, bR
249 gule o W #HES
ZHAA Ha, 53] BRRleAl xEHE AlEe Ae anxEe 1
AF/FE7E BRI oAl B A vl A7t mhga 2A A (EE, 2010).
Qo] o] EE5 WP o E AR, AT|oln A= AH|Ae] AN E S

X3 AFEol} BAE Mee] Qojxx Z A Holdt=

2
ufs
~
m
)
I
1o
W
b
iy
AN
I
%
)
fr
o
o,
"

2. A7olHA AX e A

Ap71ol v A A A] (self-image congruity) = WA 74X A7) JiE =
Yt ol PR A= (A, R 5 o] Foshs oln| A £k
A A5 Lotk (Sirgy, 1985). AdelME AFeA%o], A7]ouA] 4
T2 AA A7lelmAel o] AplolmAIR Uy o] A
o]Fojx =4, AA 7] DA (actual self—congruence) ™ =7] zpAl0]

Az e WA AN BEIF} AASE FEolw, oY A

rlr

91 %] (ideal self—congruence)s= AH|27} o] A o7 AZEEE A9

ojg]gt AprjolwlA] A= AH|AEAA THARJA AE= olE7] el

___;rx;! _k:.'il_ -1 =



2n|A} slFol A FQsk Q9lo] Hu 7| Y5 ©]& (self—verification
theory) (Swann, 1983)¢] w24 AlFEL 2119 dAEs= 2] MES
gelsta, dFskH, fFAstE e 715 7 olgst U] dF s

AbgEEo] ARl A Apotol AAsHE AHE olIlE WEFHOE HFsA
s, whebA AR AR ATZloluj A eh dAEHE el disiA
AR WS HY vk o] AT|olm A9} #Este], 27| T
o] & (Self—enhancement theory) (Sedikides & Strube, 1997)¢] w=w4
AFEES Y ARG THAE A A S E717F 7] el
ANESHE FI7EE 98-S T, AARES AT F1E
FTHA7171 A8 AR BT sk AY £ dee] Ag AbsEd AlE
HlwskAl Bo (g9 & 95, 2004). o]¢k o], Al z}r]o]u] ] 9}
#edo] vty AzEHE el disiA s Arlolv] A g #riE o] Q1A
L el vlE ANAER stolw S AR AAHE o fEsty] el
A7)0 m Al AR AnjAEe] Al glo] Fastthal ak3l
Malhotra(1988), Sirge(1982)= 75 3 A7loln|Ae] Fadel
sl oy 2 olfE Ast . AR, 2R ARale] A A
W A7l el dAe= AFE AR TS #Als 7HAM, A9
A7 olul A 9k AA A ke AFS] ARE AFSEI SAG, ol
A7 olu) A 9 A8k WO R AF HRE FHA R At whebA
Zldel HExE e Fo 1AFY A|oln| A7t HAE  o|nx|s}
Ao dF 719 B BAAR] vlE] w2 JAAEE M 5k

=4, Ak Ap7]oluj A eh ARGl AAXE BAES ¥ A5 g

|
30
o

-

A v 4E-AY- AR A H 5 R ARSI
zulAE Bo o A9 wled ol o] ZMAES HAS
el A w Z7lelm sk vk @ oluAE 7hd HAEe] Fike A Hu
oldl zmAe] Mol et TR FHAY HA= AE TEHE )

22
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T
o} 2 olFE ATIolvA AA L] FHelA uA T AHw
AR el FeAol AxH1 glom, @ Aol HIAEMAE F2
Furdste] o)A Aol e s Yk LuAES
Azlelu Al BA=E AY woosg Bdze] 57
A (e, HAE, & A%, 2001), AVloluA AAGo] w&F

=
-
2uAE WEHETE FobA Al AnA-BAE #AF AU)How ALE 5
Ly

N
®

rl
;

Jom WFHI AR A -H AT AAV FAFOEH A BAE FAHAS

Lol A (A & ol 9H, 2006). 3 FuweEe uld z7] x| Ado]

ESFE BT dd ofFe FHAL IS A= FoR
1}

UERITH(SARAE,  2011).  #AH7]olmA]  Axlo] #E] BEe  AFSol
o FolfFol: Eeta, s Hxe] Aol dw e
Apzlolul Al Ao 3l thE AT wnle AAolmE B AFoiE 1
FgFY S Lolr A &)

Ao oA sk SHolA Bw, AAle zbrjoju]z]| ¢k H]
olmAE A eyt v aAe] A anjAbseldl & 9 AZEH

A g 9lon, o5 R <ld

ey
ol
rl

ui
il
=
=
B

o
L

g
2449 9Fe vd F A Aow AZED map B AN
Jol whet HE W) A4

F4 A7 9 BAs gz wA: ggYe] ojwr WeAEA
Va

23



A 3 2 X4d F4

A LAY FHTol Ak vhekstEa AstEREA, A g A A
AgE = AulAg Al S5 vhFsiA oL vk olell whel AnjAEE 4
T AHIAE wonA kdo AES TvlsrlE W

FdellA anjAbE theket 240 dFdFe Wl AMH]A,

A FAE AdstA =, AlEd AHlA
o

i
to¥Q

£

B~

ofl  offy

of

fo Pﬂl
e
oft
o
i
~
k=)
i
2

pulAe] FpA we dAE Bl
A7keh FAL

W 2 ged: Az
FoAe AMRD, AuAEe] Aula FA, AF FAL Azdss W
glojd wulgl, e nAY JeHe AMmy] 9 ol2F swe

nhd sk Ak g

1. Azte A2 E3

DAZE Auls F29 39

Parasuraman et al.(1985)> #[Zt€ AMulA FAolgdt 574 Au]Af
AREA QL $-Adolv e g Avjxte] e
e HEe g FeEgta gYsta itk AulA FAE AF FEEGY
A=ol F7sk717F o offd oL, AnBlA FE o] A 2hE M| A A e o)
Aol A= Zldiet wHlwst Feo AARE, Ay

[
o
i
o
ot
~
rlr

24
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AMujxe Az ¥ opleEt  HdERHE x| o]FofRial
ST, 2009004 AQLE). MulArt duE Sls AlFEHAY
T AF el Futso] A= A9, &8, 283 W (AMA,
1960) o= gox= ZAY FIA %
Aol AMulxe] Fde sl ARA FARTE FHHJ A7
4] MdE Agska vk

A oA Aulas BEste] A e, o9, AAH(2001)
AFE FAYE PEHE oz A FEoMe Ananys Fi
2RAZE A sk AUl g el BEd AvjAke] 34
o Aotk T 71448 (200D WA HE AMujay FFA

Byl ol A% EFHE fdoletn B 5 gom AuAst A

|\
a)
o
O
PN
it}
~
2
Sl
2
§2
rlo

J

AHE Fal AnlAte] o8 Azke et kel

olglgt MujAe] FHAQN FHo=E A3 HF T HEe FFo]
AAL] Mu s Aol FE&S vE g QY] wiEel AMHlA FAHe v
T Qs B 4 Qlth(Hartline & Ferrell, 1996). AH]A~  A|F<j
2 Aol Aujze thel ve] oS8l sk w7}
Hw, o]59 #iAd, R, HE, P> BF a9 Mpja FHE A7}
4 eS v A =& (Valarie A. Zeithaml & Bitner, 1996; 7413} & oA,

2002), w93 e nAE WM FE Aus FAL AZete o

o

)
é
é
~
g
ab)
=
=
o)
@
=
03
c
%2
o
=]

2]
& Payaud, 2000), W2 A+

292 welud St Aua BdoMn umanZo] wma Aux



wAAZe] dyele de FEsha
L
o

910
A Mula FAAZ] Aux J1gd] dald FEA FAL s

-
=2

5lt} (Parasuraman & Zeithaml, 2002).

D) A" MulA F4 534
=X o= Parasuraman et al.(1988)¢] 2]3t
SERVQUAL®?] 7}4 tgxd o7 AL 1 9t} SERVQUAL E3& <&

Azte Al EA

|\

2—1>0llA e} o] AMniA FAol 57HA (A, SHAE, ¥R,
A4, FED R FAH o, MuA FH AARHL 571

A o] AaE3t 71oizke] Zkoleof o) AP Tkal H gkt

oo WY O®E, Gronroos (1988)° #AAME AH|A FAH0]
w4 FAE?TDIY TVed FHEEEAd 7 oA Adoew
TH Atk Bk IEu, FHE AMElA L AEAa g w9
ToAdel AR FAHI Slef(Brady & Cronin, 2001), oA,
2ok (2003) 9] AFelMAH™E  AMElA FE SAC A5 AE
¥4 (Interaction), 23 (Outcome)  F4

environment) 49 3xgo® % RS AR = S

F

O

iGl
i)
)
rit
o
-
o
<

2

@]

o

<E 2—-1>PZB(1998) ¢ AulA &4 29l

MHlA ERQ0I MEA

8 M (Tangibility) 228 AlM, FH| oMo Ao om

212/ M (Reliability) orz= MH|AE 225 AT HE5| sdcE 5
S (Reponsibility) IS 51 AMEsH MU|AE HMSste = 29X
&AM (Assurance) ol x|Alnt XM, YUZSD MEIE F= 052 59
=22t (Empathy) 7|¥o|l DA HSshs AR, JHEAl 2t

Z=x]: Parasuraman A., V.A.Zeithaml & L.L.Berry.(1988) SERVQUAL: A Multiple—Item Scale for
Measuring Consumer Perceptions of Service Quality. Journal of Retailing, 64(1), p.23.
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o) okl Am oFArY SAel 2A MulA F4e A5 S
ookt AGEo] HyEo] gt} Gagliano and Hathcote(1994) &=
FHAEA  AvAFA #HsE ATl gFAEH &R
judgsel FFE AT QRlew s, 7HA Qe AMuAvE Avs
FEF= WA Aee A en, Aua FH A AE W
Aui gl dvjMul Az ERekglth. 4443 9 (1999) = WA HE AH|x
4 S AT HEE AAE e, O FAEAEeE A 29l

VMD 891, Al=12 A# el n7AAe He] a]l 47kA] k& skt
320000+ A HAE AUIAE H1EA AB|AQD FEAB[AL 14
AH) 2Rl e A u] A
Al F40 Ao
A&3, 7n Y2001 WA Hxo] MuAafgds dujde 58, FA 9
AFAG, A B, B gRE ERoRlvh. S o] PA,
AAE (200D 8] AFelME dd Hxo oy
Ml F4 Ao dvjde] 59, AR A, A HeA, st
ol g2 HA, I AR FIE F
=4 @49 mMHA, 3 olse #H
FEFE vAA dEE B
G E g 9 m o] A el A, A Tl g E o] glof
B Aol vF A s AAA wigas At Stk o] 9f v st
874 (2009) & AnjA AFAe] 2R 7F SERVQUALS #3843 Hre
Ao ® AosteE Zlo] wigrAsithes Zg wEuiglon, olE AlAA
s ouetes Zo® Holsto] AMH|A AFAS] E7E 17wk

A= e B i

o
o
o
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2. A4d AF F2

AH|AEo]l Fuj A & sk Hl o)A THE Fod .]l 5 skt
2 AlEFFAoltt. Kotler(1994) & AFFAL AF AAY =834
Aoy 71e #-E AAA F4 (objective quality) 2k 1 A% ZFA| <]
=84 HAdolv Tl it iRk Qle] A4 #Ed T34
=4 (subjective quality) ® JFA¥EY ¥tk E3d Holbrook and
Corfman (1985)2 Z1#4 #4S 7|44 #4 (mechanistic quality),
F3A Z4L 74 #E4 (humanistic quality)  F 287 % sk T},

°

ze g4 FAMRE BE Fum

Ao, FAF] A A& S AnjAd FUS A 7ML
17] w2 oFAE EA M= FHHQ Hrrl o] FolA A
thelm &, =2k, 1999).
oFst Aol o AlE FA4 SHel dis) wrelar vk e dA
(19972 F AFFAS =

Mo Adew
AT W e HE

i 30

B>

g2 AFEFLALS A7 985S ArsiAY

1
=Y
5 A5y A, et 5o =94 S

4
ol
il

lo K

=24 Ve R, A F4L dus AR duteld @ He HE

Tom B 2dA Ad#E Hdedld AR 0999 ATl

Awdel AFEAS AAAR] Frkred wEkehs F SHoR
28
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A 44 BAE HE

397, ZAA =&
Al B=ol gk sfiele]l iz, Ant
o1t} (uha 3]

T—r y =
M| AFEO] Hg=E AEsts dFY 759 =  Tast
Qolo g (Keller, 1993), HlwZz erAZAolw, H&2e AHTFO 7 A

B dez 22 Aujk

AbEEO]  gkom SHWYH Td 3R AIE 5o8 AN
ATHAEA & A7, 2003).
B4 HAEAR BAHAAE  EE7F A (cognition), A (affect),

UL Borou, FHTol= 1A,

71—X%u}_% ﬂ]EE w1

37HAZ g H o]

wod deR B o ¥

9] % (intention) =

2y, Es T

ATHAEFL 2], 2006).

Anjake] BAlEe] st AkAQl Frbke AlE ARAlel fe 43 A
ool 7lEF £HA4 Axte] o8 JFS wrow (Keller, 1993), ZAH|A7}
HASE AYsis 23 7)Fe dubdow &g HATrh /1A =

ol gAl, #HF(2003)E AWASL BATs Ao ojux sl =
2L oM NS AEAA FUL WSS T HATe AdBAS
gEsegdti et Add,  FEHEQ0DS  AuAT 54

Aoy BRlEe] s WA Hd 1 Bdll=e fid AsE 7HAA
Hm ofe] wel 7P HAFshes 54 BTl g v 2 S sHAl Ha
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Al 3 & Study 1: ¥ o 1742 wigx

a3

Al A ATEA D ATES

AEA ATE 9
wA 9 A7sNe Agsa, o) e ATrys o
e ANe A s
1. AT7EA
Study 19 QA7EAL A¥ U Qe @eg, gE pAe
wlel ol wel 7t

A Aul g, A4E AEs

. A |ZE4, BaE g nxe=
d@&E e AolE dotr= Flolth. AFH AFE flt ted
A7 S A sl
AA, A o e B 24 uig e wep v RprE Au g,

AFEA, Bl s =24 AZst=A gelstz] 98 thad 2

V& AT

AF7HE 1. W 9 ok 2

o wel A HAE U AuAEA
A zte] depad Aeojrh

AT7ME 2. Wl B O 1A e Wb A4 AE ) AF
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ABEAYE A BT A TS A9 AR AGE L nAsE
AAstn, AWATE vhgoR ATHAW A LES ZPTE

1A ASE 4% 2 Al 74
() AR A3E 4%

B o] Fod dujdy g2 uAe AAA iy 4S9 AR

SEg AAEAT. 2 AT A4S HEelA dmid & 1
Uik sigle g, A5E2 A4S tiderE deEd AAE R
‘Ao wie (a1/A) x o
aA e wie (ar/A) 9] vl 7HA F7e ARE A skl

AL Aol ol AA flES AR A AR =E3 iR
He 5o FAlel A¥E 4 7] wEel, & A7elX+= Photoshop CS
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Buunk and Dijikstra(2011)2] dAT-ollA mwjdx, Awjg o tfst
ARRL A AL ooy SlolAaEd, dERdES FAbeHAl AAsta
o] QlojMRt /AR Urles Faste] # dA4E 9E AR
Aol A&sdd. 2 dAFeME AR Aol g A5
photoshops Fall 23 % 699 vy = AR 699 Ay AR
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T 1275 U S = pretestE AASSY. 1 F wigE /4 5
ARE AR AME HF AAssd, 2EE AR 6% T A9
29 dudy oE aAcE, Augr: A 6% F A 29E

1HH%34’ ‘jr% EIPARCES 7,‘—1@6‘}911:}' ‘04}61"04 76]__?_ ]E, %UH%Q 76]__?_

S A S FEl e d=, AAE uE o]9le] A <3
H7tex odx= FuA P, okke uwlA ®W AdErbA FASEHA
el Ed T2 1] Fel® oA FU FolAEd 2 FY
o¥s ey AE U ;Aolr] wio] e S 9= AHS
dskelon, 45w © dERAG7AA Ak A stk skl
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@A 74

o] AAA vl (G/A) x v AL AAA uiH (a/A) 9] Yl
7HA Y ARl BlE A, AluE ek @7 pretestE Fall AFE
AL AEEs AAEke] VRSl AAA wige Hile AdRe
stk stk vl 7HA Ad@eld BRi=e] thek Avat @4 sde
AdEes 8 dvide

MATFO TN HIpAG= )

ﬂ L
2

i)
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o,

kit

H o
I

1o,

o

offt

tlo

o

e

ol

ol

)

rlr

WA BAEE o gAgE AfRdZz Agsdr. B aF

I, oE A AAF wgo] X ztE AMu|AEFA, A7H AEFFA,
BAE HXo mAE geES Lotz Forg V|E HUSES
% o=

do 2 AFE HAAT A5 oln] FAel tigk Ak o] ols & 3
g AAtete] Algt BHAE=E 1 g e® skl

‘11/12 siAA A 24 AR GHEAIY, 2012.1.16) ¢ w=w, A
AgOA ol B A 1043 FE7E 7HE & AlFelglon, 20114
A AFeA A ES AA WS 23.3%F AAsta Atk I F
AAYE A At @ A AgEA= @Fo] b WH Zoneol”)
W Fof] B AFoMm IAEE BIASE gigow HAHste] AFstaxt
stk GAEE HA=o A ®E 20-30" 94 1S Elow
7] "l B AFoldE A" Bt @A 20-30W AnAE
tdoz dEs AAEet

1% HAI= AHAyos= HAty, HA A4 gl AR
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ABAES 2gste] 7P BAl=d dist Yus A

<BJHE= H9>

HHEY OO0 (o4 F7ieH MFEHE)

B E #HH(Brand Concept) : AEFAZ[4{SH AIE| YO{E oiM AR R HAHSZ
Z0{LHo] AIRE2 H2 TAl oiHAS FEsl. Ho[ASH ofoEl FHollM EHO|=
MolUhe ciekst Axet Zeje| ARIIXE Sl CHZ8S LIEHY

E}2l AH|XHTarger Customer) : 20, 30CH. CHSHY =2 FH2 ZHAMo| XIgZl
014

™ HHE  MEZ AAH AlE2], LEMZA, HHO|ZAROE S
Q@ A48 e 74

oA AUgleE Soderlund and Julander (2009) 2] &30l A]

AR AU s viE e R FAst] FAHAY. Soderlund  and
Julander (2009) &] AF+7F AulA AFAe] AlAZA wjge] o EFenks

AR Aol whal, B ATE ey 1AL BE oEgns ° 1
23

zpo]Hol gt} E AForE mAlo]l AHE oA AAst= A
A

s Adees B ANGoR

U

te dEs

A & FAse A
oA WiEre gyvle B £ JrE Asle AAEgc)

P

<Ay 2>

Scenario : 22 MZ2 52 FsH7| 2I6H gistd M HIl=Ele S22
Zt=0l, ol A[Zo| EHZE OO #H™=EJb Ut OO0 H=EZ=
E0MEH, 28= Hx otol& 0]

MysIMT, MES  oUbRl ofE  ZeleAsol emz o
FHHFACHD Lok T2]D GYAOlA chest AEtdel Z22AE Jbdel
EELE

o
O Atololl ghH HMzE SSEH clE 142 HE ol U= 22 HHol

A=0l toi2o| O PR AAH 2 gkstal )Act

of¥
ol
I
i
-
o
ol

<Soderlund and Julander(2009)¢] A= vjgto 2 F£=4>
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i A9 A™E AEE Adees i AA&elen, oE

AL A 7 BAES AEE st s Ao R dAste] AuA=

=gk o] ot thE 1A HAETE o]
== et djdy g a7 B s BIs

FHeEEA, 159 AAY wHgol Hx el Az4d 4 38 2

Bj5ell vA= dEFH e dobR At skl

gs 17) 54 v, Add FAAEA, AE) S 5, A7|olu]A
A2 (Foj e, &= 7)) F4 I, HIA- HE A EIo=
TAENAY. 78 HAE HEE AFEste] A aEA] 4o o 14,

=k =k
i =g E S U
HE T
-1 | Eojel MAE of 3 XT[ojo|X| L] 10 | 7" 2IFHE AHE
che 7ol M ojzf % Xjotr|o|o|X|
| -2 10 | 7" 2IFHE AHE
2|
I1-1 e = L ES- S 4 |78 27 E A&
-2 XzE MEEE 5 |78 BIHE HE
-1 SAE BT 3 | 7" 2IFHE A&
v oI LEAE BN 6 | Mok, Jfus
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(D) B, o2 2249 AAF vy

dojd & uAe AAA s A5 s WA A, uE
aAe] thel 27 AT AaEa
E s St it SAETS $7HA A S E Soderlund and
Julander (2009) =& &A% 2](2003)9 AFE vy oz F4¥ £

A1g-5eh.

CHE Do MAH oy 52 A EX

2 e 28t 2T =i
o EHjgl2 ot2ctel HQlct, =11 2H2 9
of mojge MAls| Eeolch, |-1-2 | (2009),
Soderlund
mof 94 9| ol mojgle ME=of Zeolct, I -1-3 and
Al ojfz 2
M= ofz S — | —1-a JuIandeEr( 0
09)&
o] moje S2Z+o| Zict, | -1-5 g2
45
o moje ojz{xo|ct. | =1-6
ol ct2 1L of=cly Eeolct, I —2-1 242 o
ol ctz2 pze MAlS Holct | —2-2 (2003),
Soderlund
ChE qzHe| | Of ot 22 M3 =0 Eelct | =2-3 and
ys | P
AR WH o e me Ue oteg B | -2-4 J”'Z’;‘;:(go
ol ct2 n2e FzZto| 7ich, I -2-5 Higez
45
ol ct2 nze o Holct, | —2-6
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(2) A710]u]A] LA

& AFrell A Ar]olv] A dA= AH]olw| A g A, v}

]
Angon ANYe AZs: JEE  dehie

21(2008) 2] ATE wPEORE <X 3-4>9 Fo]

T8tk weld, o aARe]l zrjelulA] ¢

4o s A

E 3-4> ApP7|o|o|X| &X| 5 2 H =X
) =&t _
Q9 N 2at ] &
k-3
o mojele Lo o|o|x|2 & grdsich I =1-7
of mujeiel ojo|xlE LIk ZHXIT s MM el | | g
| x| S
mho 9l o o|o|X| 2} & x|Etet. o|=Zl 9|
x}?(l)?l_ﬂlxl ol mujel ololxl= S0l AMED A= MM | | _1_g | (2008)
A o| ofo|x|e} Ux|gtch,
of mujelel oo|xle L7t =1 A ololxiet U | | _q_1o
shct.
ol ct2 1Z2 Lio| o|n|X|E F grAEih | =2=7
of cf2 Dol ola|xE L7k JHXIT UE MM | | o
ct2 pzym | 2 olo|X[et Lx[EtCt o=l g
Aplolaiz] = H [ = AlS] ol= Al 2
ol %] o ch2 1Ze| ofn|xlE HE0| QAL U MH | |, | (2008)
Lte| o|o|x|et U X|Stct,
ol ct2 ZMo| o|o|X|= W7 =1 A o|o|X|et | =2-10
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(3) AZte MUl A, AZE AEFD
AZkE AU 2EAT AFEL] BAAE Al Bo, oF HopelA]

2 AFoA A ZgH MU AEFALS ozt HEHGE s 2R T ZA

A=7E, 1999), 2 ATelAs AAA wig 9 xr]olu]A] g e

e dyEA And SdS agsty] o], AzdE AEEEe] Ae
E S

rl

=
T/3stltt. ol vF o R <3 3-6>8F o] AEA AFFA 27, vF
Awad 3wde F 5% T35t AzE AEEAe SHstaat
st
3-5> X[ZtE ME[AER SHEE H &X
2ol e 2& 2eHs =X
of MEM E tjeets Hoz J|tiEich =11
AZE o] yze moje Melx BaS 2y oz JlYEc 112 | Baker et
MH[AZE|
HI2ES S Hse maae 3482 Jimol £2 %oz JigE ll-1-3 | al. (2002)
ch.
ol HEE £2 Exo| MuAS MBY Uz J|ECH I1=1-4
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E 3-6> X[ZE HMEEZR SYEE L EX
229l e 28t 2SS X
e QOOIA o3t HES ZXo| &2 Zolct I1=2-1
N — Baker et
22 E OO0AM Foijst ME2 2 2E = US Aol [| —20—2 al. (1994)
ct. - ;
Yuen and
x| s A= . I-2-3
mmx | 2E OOOIA PFojst MEZS AEtAa|4| 8 Zolct, Chan
HEEE (2010) 2
=28E QOOA TFofst MEZ2 Mze Zolch, I-2-4 Higfo =
+H
H2E Q0o Toist HME2 2zE ofEE £ Us A | -2-5
olct,

(4) BA= HE

tlo

& woAmMEA, FPA/FAEA 4

PATE oz vgel A A FEE A

m
=
[
=
kit
rlr
T
=
[
-3
2

<E 3-7> EHE Bz £F 28 ¥ X
2ol e 28 2ss =7
S2to| zich. N=1-1 Al
HME BfE | 0bgof Ech f=1-2 (2010)
2oz Mzt li=1-3
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A 3 A AR5 9 EAuY

AZA BN A% AR FH AN 24 B, BQ P, 2

S

AT AFTAJA FAME AR HAATIHE S o] &3t Hae
AFeE 2001-30t) oS o R 2012d9 2€ 249%E 39 29
Atole] 2ahel o7 AlE ),

2 ATl dlAd FaxelAe ey o uA A w9
A7jolul A A= @]le] A Zhel AH|AEFA, AFFL 2 HA= HEo|

n x| = gkl A ololy Ak sFith. wabd oA HAE AE 4

o
=
O

Aol Aol o ARe @ ¥ 2t du 9@ el @
MEe AdstErh ¥ Ageld 4AF 9T mase F§ Pzt
F2 gyl 4N Qs 542 dekstel Way o P Fel e
A AE e R geer

= -1 =
#9 0 100%4 F 40077 AFHEYOH, F 40097 AF A
Abg5 9o,
4% BAo] AHGE AEA §9 8 A S CE 3-89 2o
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MEX 78 Type 1 Type 2 Type 3 Type 4
R EIC

NEEEE . A 2 A
cie mzel

AAE of = = x s
MET(Y) 100 100 100 100

FEO JAFEATH 5SS Aynd Suxie HFAdH-S 2042
20t 45%, 30t] 55%= uEtwth AEolF= wEo] 60%, 7]E0]
410%% 7l SRA7E o g€tk gEe oigtw Ag o] 90.7%%E
AAAow g FFEo]l 2 S EAS UEhgth A AHFA o]
33.8%% 7FE wWtow, s (18%), FH(16.5%) =
A8k Ak @ A A5 4009 o4 6009
34.3%= 714 %orow, 6007k wlwto] 79.1% 5 A8t STt

HEZA N A AEL ATEAH 5AS <& 3-9>f A€ Biet

i
=)
2
o
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<E 3-9> AT B AHgE AFO ATEATH 54
Type Type 2 | Type 3 | Type
# ol T8 1 S p
Hl = Hl = Hl = HIE
20-29 45 45 45 45
Lio| 0.000 1.000
30-39 55 55 55 55
Az o= 55 54 66 65
of = 5.083 0.166
T 7|E 45 46 34 35
nsstu &Y olst 7 9 10 11
CHstm &Y st 11 14 18 12
I 12.819 | 0.616
CHstw E 71 70 61 63
Cistel x4t o] Ak 119 5 11 13
HAFHE 19 26 10 11
Eigs 16 16 23 17
MEZ 5 5 7 4
A 34.324 | 0.268
HE7|=3 13 14 16 12
AR B ALRE 34 26 33 42
7| E} 13 13 10 14
200 ojot 10 10 13 11
B 200 O|4Af- 300 ojot 14 12 16 15
2y
ZHA | 300 o]AF- 400 oO|ot 20 22 15 22
= 12.906 | 0.912
(2k9|: | 400 O|4At- 600 Ofgt 33 36 35 33
akel)
600 O|4t- 800 O|gt 16 10 13 8
800 O] At 7 10 8 11
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Az BE 4pe ARA f¥el wE guA Aol EEY
FAQeNA A= Aol7h A BAHow PEaqr. o], Axeln,
SY, A9, WFF ISl 7 BRAW el Aok AEAE
HolAF (2D %F p-valed FHAF Ay BT fod Fol7h i

Aoz Yehgrh wEld <E 3-9>3 o] AEA {3 uwE

t,

ATEATE BAef glod] 7t TREL N2 BAF Fule] PFHUc

2. 29 £4

B oA AE AP ARE SPSS 12.0% AHESt] 2R, AHE
T4, ANOVA 45 A8kl

AR BA, SIET AP By Belshs] e SPSSE
EEO!

Abgato] 'HAA QRIEA, AlFE A S AAISIT
A7 1, 2904 AR A, o A v e uwhE Aztd
MulAEA, AFFAL Aol AF7HE 304 AAIEE HAHE glEe|

9lo1 419 ol & PF3Y] S8l SPEE (—testd AAIFHAL
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sl
m
on
0x
Hr
1

N
i)

I 310> o MAA ofe Hpof A=

i 4
20l sahig s N L
25t | E4K%)
O mof 22 otFChe Eeolct 934
of mojglS MAlsH Helct, 855
mof i o O] mofj 2 ME=of Eolct, .927 5184 968
SAE R o) moysie el obgg 2o 952 86.397
ol mojgie SZto| Zich .952
o mojele ofjzd&o|ct, .953

2 1A A wjge] st £ dujde] AlAA wE i) npxkrt
A2 F 6719 oz FAGsA <E 3-11>S B s 1A A

2wy W] AFA FA Ay AlFEE Alg (Cronbach’ s )7t 974%
f$- S 7S JERISY. B3 Varimax 31S E3 AR £24& A
Alell 2)ls FE8 A9 ZE a<dFstge] 90 o] & Holal glo

, A A GA] T10174Fe] 3hE A o E Ao AlAA wg g A e

I 3-11>CHE Dol AMA iy Haof Al2M F EEM ZAAD}
20l Sahyg el N
FatE | =24H%)
ol ct2 nAe olschy Eeolch 931
o] ct2 nZH2 MAls| Helct 902
Che mze| | Ol CH2 DHe A= of Zelct 927 5.312 974
HAH WH | o cie aée uel iz Ao 958 | 88.539
of ChE mAe S| 7, 961
of ch2 T e ojz{=olc). 1965
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(3) B3} Ap7)olw]=] LX)

= T 4wFgor FAsgion, 1

2|

ol A2} zp7]olu] R A A]ef #3h
AN gdA BAAE <G 3-12>7 2ok Suj gy zprjojnjA] o
2 W0l A B4 A3} AFEE A4 (Cronbach’™ s a)7) .952F v-¢-

=2 #S YeERSlth E3 Varimax 3HE Fd FAE BA4S AAG

f
e
o

~

Qole =Z3 Ayl gelXalko] 90 oAt 7Z+S Kol glon T ol
ol IFA7F B 10149 e 7HA AgAASE o] dmjdd 2pr]o)n|
A A= G 219 gl

<E 3-12>mof 3 Xp7|o|o|X| Lx| vigo AlzlM 2 EIEN EAMZ D}
Q9 | DX
a9l =L E (e
25t | E4H(%)
of mojele Lol oo|x|g & Bresic) 940

o| mhofjglel o|o|X|= W7l X U= Al
THOj & Lbe| o|o|x|et ol x|stT

H& 2t q Lte| o|o|x|et & x|Etct, 3.060
x}7|0| 0| X| o 952

o| mofjgle| o|o|X|= HE0| Alsta U 30.601
UK | = A Lio| ojo|x|e} Y Bt 934

o mojgie| ololxle It 53 A2 ofgl

%o} ex|ghct, 203

o] AlFA BA A3 A% A5 (Cronbach’ s )7} .9656%E "¢ =&
e YeER QT T3 Varimax 3 1ES £33 FAAE 248 AAe oL
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Qo | ngx|
9l = E MR
2olEF | 24H(%)
ol Cl2 I Lo o|o|X|E & YtAdsH
ELP M el o[o|X|E A 949
o| ct2 ZHe| o|o|X|= It ZIX|2 U= 962
2 m | AF Lol oo|x|e} 2| sk, :
4176
a1t Xt7|0] . 965
ol ct2 ZHo| o|o|X|= HE0| elAalstn 41.756
OIX| Xl | o= Ax| Lte| ofn|x|Qt Ux|BiCt 961
ol cl2 ol olo|X|&= W7l = 4
olo|x| e} ol x| B}, 928
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U] = AF cte| o|o|x|eb x| FhCt,
el 4 o| ct2 TIZe| o|o|X|= W7t JHX| D U=
otz oz | A Ltel olox|et U,
Unidentified®
AZIolalA| | o ct2 Dol ojo|xE HEO| elAlEtD
x| U= AKX Lie| ofo|X|ef xSt}
of HxEeol HOUHHEES JOIH EAS B A
= 682 -
oz 7|h=lct
90l 5
of Mzo| mhjele IHES 7|70 T2 X°=0
X|ZtEl 890 | 11.343
= oz J|thElct d.f.=0°
ME|AZH .
Ol MxZ= =2 EZ9 MulAE Mg A
= © 853 | 11.392
o2 7|tf=cl,
BaE OQOA Folist ME2 Mz A
= = 863 | 16.985
olct
22l 6 St R = X°=0
BaE OO0 Foig ME2 AEFUZ|4 -
xztel | = =77 | 844 | 16.564 .
o &t Zo|ct, d.f.=0
HEEZ o
s2E OOMA FoiEt MES 22 of .
A oo 887 -
s = As Aol
Qol 7 g#e OO0 s#o| Zict,
= Unidentified®
SHEHE | sae 000l 2xxoR MatHEC
a: H|EZ3} olofA|f(estimate)E 12 LHAIZI B2 Zto pghol T& =X ¢S
b: EH&Z0| M 7Hel B d.f.=0
c: EMEE0| F el B d.f.=—1Z unidentified &

76



Kl

™

E 41004 HE

<18 4-2>3 <

T
R

14 gRA A3

O

o
o)
iy

oy

N

IR
M OH

u
Al
&l

62

131

2

OH

T
X200 X

1 240)

%
X200 X

t

unl O
D ®

eg —| LISl &HOIOIX x,

v o

Q| ©
<
af | <]
1=
|l =
Y ar
o || Rl
= || o
™1 ou
||ﬂh
& &

MZ2 x4

€14 '|

™| O
2|
of |
3
o
Flla
n
ou |
w|| o
<[] o
Iel Iel
9 @

Rr
RO
o

o
2! Xy7

€17 '|

<

—_

of
KH
==

77

1T

-'_'I'

H

[,
I
—

2 A -



<E 4-10> 5¥2¥e| el ol2s ZI
T=3
29l oshig EES =gt ESETI=PES
4L o =) A o = T
H==
o| Etofjel2 olSChy Helcl 760 -
Thojf 4 2| _
AR A ofe o| Ehojel2 MA|SH Zeolct, .620 9.644
— |
o| Ehofjgle ofjadxo|ct, .922 13.109
0| ct2 M2 otEcty Eelct .785 -
CtE 11749
AR = ofa o] ct2 nZH2 MAls| Helct .621 9.698
o| ct=2 742 ofj2dxo|ct, .893 13.292
o| Ehofjele| o|o|Xl= W7t ZIX| QU= R X(d.f.)
ez i 928 - %
Xl-jlll(l)ltﬂlil AEIX-" I_|-9_| O|D|X|9_|- oelxl °|_H-_—|' =188.419(114)
ol % o| Ehojele|l o|o|X|= HE0| ¢QlAalstn
LA Sl AIF| Lte] ofo|x|oF 2lxsict 907 | 17.658 N;rmedf
. (/. f.)
o 0| ct2 ZHo| o|o|X|= iz} ZHX|2 951 a -1 653
CHEIA | oo M Liol ofo|x|e} x|3tct. '
Atz[o[ofx| o| cl2 TZHo| o|o|X|l= I,+'=o| o|Al5} GFI
ol x| = L= C O= =0 _
BX 13 9= MA el olajxiet gixjsicy, | (968 | 26.592 | =92
of Mzo| Hojde JHelH xS =2 . | AGFI
Hoz 7|t =ct, 689 - =.883
x| 2t o Mzo| mfjle IHES 7|70 = -
MH[AZEZR | 2 Zdez J|tf=c) 851 11.831 =978
of MEE H2 ZXo| MulAE HBE
7-!O§ 7|ch =} ol 1= 887 12.098 | RMSEA
T = =.051
= M Tois HES Az
oles OO0IM Folist HE2 MZE 859 16.537
X|ZtEl B2 E OQOMAM Folist HE2 AERY 899 _a
HEZE 2l#g Zolct. :
E#E OQOOM Folist ME2 22E
olmE % g Holch, 902\ 17.784
8= OO0 &zto| Zhot, .966 -
Hal= g
BaE OQo| otso Ecf. .945 31.020
a: BlE=3} oA (estimate)E 12 LMA|ZI A2 £t pglol &KX 22



A]

Fs

®

P
T

o]L:_

S9uYol YRS

it 2 eletestE uehgy) ge A

=2 g8ttt 7 A3 Normed x° x%/d.f.) & 1.6530 2 3u|gte]

0.9 °]

=¥ 91, GFI=.922, AGFI=.883, CFI=.978 3%t (GFI, AGFI, CFI
Aol 58k Ao =m ) S AGFIE A9sty =% 0.9Xt)

1 RMSEAZFS 05108 7]%<¢l 0.08Kth Zo} 7z} Ao x5 BF
=

goll that A4S Hehda o

4 A
Ge By 98 B AT myo] 95 AAX FHalss] 98] A

A (construct) BFZAE S AvlE dort Qv 7AA B2 23t 574

W 7Fe] A XA (correspondence) AEof #3sE Aoz ol ZHE7}

=

_]

_IZ

["

oZi

EE

A (convergent validity),

Fis

gotaat eh= 9o e Ags] SAMTFE Aol w3k Zlojr(o]g)
. 9ASE, 2009). ol F Hrlsk] flal AFEE
HEFA] (discriminant validity) & A E 32}
AT e (convergent validity) = shte] @clell tigh 5 7 o]ide] 5
ETo ARAAE 2 Auel wE Aolth olF B dEAe
o

reliability) #ko] <t} HEAS+= (average v

rlo

-W-Wmlo

032

278 golFetEE Aud sl ddow,
Ze Bl
= e siaalbs veyIE, 0.7 oldeld
Atk <E 4-11>°14 CRghE
=zt & 5 ol

r’l

m&
gl
o_>|:

(discriminant validity) < 3F @¢lo

79

= P #BAEZ (average variance extracted; AVE), CR (construct

ariance extracted; AVE)

0.5 o]deld HFTErdAd

Z wolE=elt), CR(construct reliability) & 3 @219 =%

A et @

T 0.7017%9] = T ER HATET

| AA=zE & Ay gnt



U 27k B3 Aol sl Hrho diate] HiE T o9l 7479
AVESt 71 F Q21318 AdAGe Aws vluste] + AVEZF 25 A3
AFe AFRT AW 7 F 29 Fho= wEEgAo] rta 3 F Qrt
(Fornell & Larcker, 1981). <3 4—11>°14 ZF & 212 AVE#T Z+
7rol F Wzt A#AFY AFS AAtste] vlwatgth 74w AEEA
I BAE BE7Re] A AEak0.77) 0] A7E AEEFAL] AVE#
(0.75) Rt} =7 &}, o] AS)sta 7+ 2 E7re] AAST AFEkETH
Z}7ke] AVEZEe] =LAl el SEE A S 7K = Aoz gy}
<E 4-11> 20 & s, ga2MFE R CR @
mojglel | mojga ., | crensm | xjztE e
29l MxE | mjoin) | ERAS L goioinix | e | NHE L 2ES
A ~ IC I X[
ik o oz | AH o e zy | HEER| HE
T glel o
M oy | 060
mhof ¢ 2} 0.24°
XFZ| oo x| 0.84
of x| (0.489%)
I 0.14 0.04 o 6o
HHH W | (g 377) | (0.207) '
o2 DT | 002 0.26 0.35
XFZ| oo x| 0.91
A% (0.142) | (0.512) (0.590)
0.22 0.14 0.14 0.14
=]
Nl g 0.66
=== (0.468) (0.371) (0.371) (0.376)
0.24 0.19 0.19 0.20 0.51
=]
mff;ﬂ 0.75
284 (0.493) | (0.437) | (0.437) (0.450) | (0.712)
0.24 0.19 0.19 0.15 0.48 0.77
SEE HE 0.91
(0.487) | (0.439) | (0.439) (0.383) | (0.690) | (0.879)
CR 0.79 0.82 0.81 0.84 0.75 0.86 | 0.93
a: MEtAE
b AbmIAHZ M2
c: AVE(HOEAMFEZ
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3. AAA WY 2 A7lelnA AN &H AF

(1) 72844 2384 23

= <KHE 4-12>, <I9 4-3>94 BE viel Zoh 2 A E AFE

?=252.697 (df=119), Normed x?=2.214, GFI=.902, AGFI=.859,
CFI=.960, RMSEA=.067°0.% F&3vtst Z1ow vepston 1 742l
AP o] % W& Zrh

O

E 412> 42 2Y X[FxH

PEVES A EY
7t 3= ® Tat oj =
1-1 Trofelel AAHA ohe — X|ZtE M| AFE 577 | 5.475777 | Y
1-2 ool MAHH oz - X24E HEER 519 5.427°77 | M=
1-3 ch2 D7 MAX ofzd - X[zt Mu|AEZ -.068 -0.635 | 7[Z
1-4 Che 2o MAMA oz — X|ztE HEZZE .013 0.133 712t
2-1 Ttof mp XP7|olo|X] YX| — X|ZtE MU|AEE -.163 0.114 712t
2-2 Ttof op XP7|o|o|X] Yx| — X|ZHE HEEH -.069 -0.734 | 71Z4
2-3 | Ct2nZint xpr|olo|X] Yx|—> X|ZHE MH|AEH .429 3.783"7" | =
2-4 Ct20Zat Xp7jojo|X| Yx|— X|ZtE MEZZE 410 3.955"" | =M
3-1 X|ZbEl MH|AZE — 28E g T 191 421977 | A
3-2 x| 2tE HEZE - 2E BT 781 15.535""" | FHEA
et x*=252.697(df=119), Normed x°=2.124,

N GFI=.902, AGFI=.859, CFI=.960, RMSEA=.067
p<.001
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B AATA B AAH el ohF YA JFL Wl
gglont, BE ;A AR Wy BHAAE FAHA HFol wol
o]l ghskeh, 919 Ay e nAe Am, Ay F A

Q27 MuA Hoe] FAAC g

Bt my et 55

al.(2008) 9] AFelE v AyEs woFa k. duidy & a9
o2 19

AAH wigy, Zrjojmx] AdAE FTHA

&
o
o4
-3
& Mo
o
o,
N
N
N
N
fol
Lo,
B
o
©
r
>
=
0Q
o
)
©

Ao AAA e ANAED 8 AFED folvld dRe wAA

[e)
Q9L & Uk

=4, syt ArjeiuA] A= Hx W AzE Sl #foviet

dFHS vAA @skon, vE A Arleo|ulA] A= AH|A3

o

A
Wootyet AFFA Aol foujdt FFHE RolFa it o
a3 Zp7)olw] A 7h PR grkal A A4skE Afols HE W AuaEd
AFEEFAS o BA AZsts Aow Uehgon, ol p<001 FFEolA
T3 wolFa 9tk o9k gL A Ar]ojujx| A9 e
gt 7Hd 2-1, 2-2% 71ZAEA0H, 7R 2-3, 2-4= AAHUG A2
el Al anjabES #ujdo] oiyel thE A ojuA o] UGS EFA
A2k w AFe] tg FA A7 E7 ste] HAE HRom FAH A
FEFe A el wE nAHe AjoluA] dAE AAFH WY
Q7 A FastA sl & FEAS AT £ AT tE
uATe] Ap7lolul] UAAE FA AASFH AFFL(y=0.410)RriE



AU AZA (y=0.429) H7ME o =7 = ZHoZ el Av A=
Azlolml A gh dAlek= AE AR O wals 7EAH Apr]on x| g}
A A = AFQ AWE A¥sH I i Sirge(1982)7F A3
&3 ol uE& uAY Ae AAA wEe adnes gldARE

Z710lm A 2} ARt e Aol HE e EAE AHF o=l
3}

A, AzE AelAagd, AZdE AFEAE BT BdE R
2

TERYA BEEAE T dEhd AAE A, e A4 A A
e A o] AAZA wjEvto] M WeA A ZE Au|A
% Q

2ol gegon, T FEFHed glofx
o
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A5 ZEAE H AA

Aldekd AE

HAAA SR 9ief tigh #4le] Hap Frhstal Qlow 1 T4 wst
AXAZFL ek ole] web AA A wige] #AS AFEE o] o]FolA
gtou, wAIR A SHelx AAZA wjHe] ek HPATES A
e TIEo®E AMulA Ak AAF mEgE ohEAY, Fa BEe
o] S AuE ATV F5 ol Fa th ol AF AlAA wjE ]
FagFgo] B AR wah, oF AP SHelMZ HE o AAH
e Qa4y AnAe HE U A7 dFFE uF F gloy dHd AxE
ZIEo® Azl HAX Wl AAA wy Azbe] #F ATES AY
ojfFo A A ki Uk HEF ANAEE ALY ArlolmA|gl YR e
Al disl d% @ 7HAH, zArjolnAeh A e BIAEE oS

sh= Aol Glol AzlolnlA AA el A ZulA PEAA Fow
1

A 2o Ao A Fx delA wuld, v e AlA A
g @ Arjolu)x] AXS FAHO® ol Qelo] An|AES] Azt
n 2= @l sl Lotr .zt sh3iTh

WA, Study 15 F3 Sy} b uAe] qEges u/42 A7 st

ojEol AzH AMEAFH, AzH AEwd, BIdE kel vwA=
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olgd AEAXAE AAerh AuElet e BAES 438 F

HAS AR el 4R AAsgon, A U e, GE w4
AAA YRS 24 S AFER AMFAL B, GE 24
AAF o B AR AFES A4 QRo] okt AFA} Fx W

AomA wWHE /AR zAsglon, AAA iy o]elo] o4,
glojA~etd, d=%d T2 &

g, tE mAe AAE o)
zAbeRI =, Adgest AR AsEs HE SEAES HAxE
e, o2 AL AAA wiy Bl Zprjoju]A] Ao s SHI &

Az AHIAEA, A" AEEde] dis SHEetdth. 3 Bd=

111

J

Study 19 A&EAl= A AAA wi= (a/4), v& 14 AlA4
W (/A el wE 457 AEAE FASReH, HE 1d o
Bepde s oA owE T FEel e A= 20-300 A4 F
400%9e tigez 280l AEor WPHo F 40089 AAHS HE
FEaREEOSZ 3Fo AyE FAESY. Study 29 AEA = dujLdo
A wE ool vE mAe]l AAA wiE ‘ot e ofsiA et
08< ez F7F diEs AAE ¥ Study 19 Type 1 SHA

5)
009 & Fatel % 250W & ¥Alel ALgSIAT,

o
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WA, Study 12 Fa) Boles o2 a9 el g weh A7ty

AU AZEA 2 72tE AEZFZA, BAE gL ztol7l 9=A ANOVAS

o AR A% BE fo
g 17 5E st 5g

2o yehth Study 12

BAE B=rh otk Axe 1% §, AAH w9l zpr]oju]A|

A, dvig, w2 uAe] AAA wge dFHe Al

gojele] AAH wHe A ANAFEL, A7)
Qe WA b2 nAY AAH e AgE foua
WAA g Aow ekt @dde] AAF wee Ae

AFFARGE AdE ARAgde o & JFS vAE
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HE A ol VI ATelM Al B Auagdel vAs dFS

T2 1P s g2A AlEE Al
HolFgint, ey, v

mAA ks Zow dEh el AlAlA wiEe]l o Fo

e Eolol & 219 RolFeleh

=4, #vjdst Avjoinx] A, vF A3 AT]o]u]A

d¥H = A Ay vad 2u Sy Ajoux] A9
Sl

Z7FHAl Ha, o2 Qs HE U F4 AZolu Hite] gt )
q al

Fdeks dl leldE SAA] 9FE v F g oE

Azlolu) Al AR 7 MujAEd gl AlEEd Al dFE vE 7 v

A s A S AEEE =2 F Sle uE 1A

H AL AE U Hotel] Q3 Q4= HS AlALSH

B>

A BAS gro nx= ke glolx= AztE Au|AEZR
=

A7e AFEAY FFEel ¥ 2 Ao

aAel A w9 vE uAe Arjew]x] I @cle] A ztd
EAo] QS vHA ARHow BA= HEZA QIS wA=
Z93 oqlgle B}, BUA= thi HES Fo|r] A=
AFFA dsl Azsts Aol Fedtrz ZEAoR AFFA A4S
=9 F e A4FE AATE wubgo] Hejop & Aot ofr]e] AlAA
e 7t & dujds 1gsta, vkd mA"s SE 1A wEE
dethd Bdse g FHAQ HEE O =Y F dg o=
A=
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Al 2 A A7 AAHE
1. A79 S2A A

Boddeld of xuleh pastel AM HE velA LuAEo)
2 nAd AAA el JFgele] waf Aungich

B QAT A AAES AvnE et 2ok
WA, B AT AR Ee oRe d oA AA 33 GA
49e B wr AR Foe sad sk AAF v wa
B JE dFEel AUHed Fi 4RE wWeAns AL Az
e FEoAbgstgon, ¥odTt 9% W oohld A4 A
2 st shrh AR A el A

A
el e Pzt YA BAS AT F s Ee mastug
9

e wAe JpA S aeste] thE nAe AxA ujot
Qg TR ArjolnA Aol A¥E @A nHsths Aol

gtk A2 ATES BRI

R E A S R ROEES
aul A PR R Agatel aplae] HE W) Azl e wA 5

W Aol 24 GFE ARE 4
vl o 2elsl ek wuae] AAA e o3y
£ ATES gol AgAW, dE nAe 9gde @ aelw
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BA=E &R E3 Yolx= Jlor EIHY. ddwid, uE A9
AAA wjgo] BE kS wf t]% AuH|xte] HE U Hrp wolx| =],
ol A= WA BRAE HRel S mAH = V] wEel Hox
AAA o] vk 1l glow <ld Ar|E FAEL d3e A
& Zlolzt Az

A, aujREe] Blse] gk BiEE FAHsks dl ol ZEH<Q

AL AFmdolehs de oA Zolop drf. anjAEo] A HE elA
5l

ofN

A7k AN AEAS AFELS BAS Bre] JFe wAA =i,
BAS BEE gYsE O Qdold ANAFEAE FLEAT U Fod
eat dF9 AFEFL AAelth webd wold, oE nAY AAH
WY % AvjeluA A welE B HE ) wAe FA A4S Eol:
Ae A7 QA 2EAA FA AAD o wes wAe
HolFi o] Felntt Fastrhn shah
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A 32 @7 A B FHAT A AA

2= oM 2 A7 dAHE AFstr ¥y A E AT UEE
AAetaar sk o 1oWg2 vk 2

A, 2 ATe A ek ARIAFS =] AlAske] HE elA A A
e gl Zprlolm A AA7E AuAke] HAE A Az v]A = F el thal
dopr gttt AR A=E ARl SloiM avid, vE aAe] ARl
ATAE wEofd e QlEEA AAl HxolM wiEeA He
NEde vE 03, ARIASES wEoluls Al Aoy Ve
Zroll QlolA efzte] FAAAwol = 5 Avk= AR vk FF-
Weld H2 4 9= vde As solu AA

E
FR 22 A F 5 U A% Sle AT ol FoAor & Ao

Exs =
O 9gEe Ane AR uge ot EF olE HEeAE ol
g4 DAEE W)

Hiel, oE A4de dFHs A vEske Ak SHES R
A2

AR, 2 dAFeA s B, & 1A AAA wg 9 A7jo]n]A]
A7 A7E F47 BHAS gEe nX= g o] dolr gkt
AAA g 9 ZATjolwl x| A @Qlo] Am|Ake] Hx o Ay #E
AT omgivkar A EY, AAA wig Bl A7jomx] A gglo
ZH[ AR A oW A S FAll FEFE VAL ek B
F5 A5 Tl IAWE 5 U= SOk
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Ao, AT AAH o] Bk ATFELS
digel dd HAA 4ol ha

AAE o] YT e
o)FAAAL, AAH HPEe FY
ARFetel Asni ek webq A4 de] wd F o Awsie
MAE FE ATt WeE Ao malth
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Abstract

The Effect of social factors on customer perception
focusing on physical attractiveness

and self—image congruence in fashion store

Yunjeong Kim
Department of Clothing and Textiles
The Graduate School

Seoul National University

Interests in appearance are increasingly growing worldwide and its
importance is also growing. As a result, many researches on physical
attractiveness have been conducted, yet the researches on
consumers perceived physical attractiveness at fashion stores have
seldom been conducted. Consumers are likely to have more interests
in the products matching their images and to prefer the brands
matching their images, so self—image congruence is a very important
factor in consumer behavior. However, the previous researches on
self—image congruence mainly dealt with brand personality or the
relevance with advertising models; not many researches have been
conducted from the perspective of fashion stores, especially with
physical attractiveness.

Thus, this study aims to investigate the effect of these factors on

consumer perception, focusing on salespersons, another customer's
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physical attractiveness, and self—image congruence in fashion stores,
and to verify the effect through Study 1 and 2. First, the difference in
the effect of the attractiveness of sales persons and other customers
on perceived service quality, perceived product quality, and brand
attitude were verified after setting the attractiveness of sales persons
and other customers as high/low in Study 1. Next, the effect of the
factors— salespersons’ attractiveness, other customers’
attractiveness, and self—image congruence on perceived product
quality, perceive service quality, and brand attitude were verified in an
integrated manner by using a structural equation model in Study 2.

To verify the problems empirically, an on—line questionnaire survey
using scenarios was conducted. As for the scenarios, the situations at
a brand store were suggested based a hypothetical brand, and the
photos manipulating the physical attractiveness of salespersons and
other customers in a store were suggested as a stimulant. The
respondents who faced the stimulant scenarios and photos were
instructed to answer the questions.

The questionnaire of Study 1 was composed of 4 kinds of a
questionnaire according to salespersons’  physical attractiveness
(high/low) and other customers’ physical attractiveness(high/low).
An on-line survey was conducted, targeting 400 women in their
20s~30s who purchased women’ s clothes in the department stores
over the last 1 year, and then the results were analyzed based on
those 400 women as valid samples. As for the questionnaire of Study
2, additional survey was conducted on the groups—salespersons’

physical attractiveness (high) and other customers’  physical
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attractiveness (high), targeting 150 women. And the responses from a
total of 250 respondents including 100 respondents from Type 1 in
Study 1 were analyzed. The findings from this empirical analysis can
be summarized as follows.

In Study 1, whether there were the differences in perceived service
quality, perceived product quality, and brand attitude in accordance
with salesperson's physical attractiveness and other
customers’ physical attractiveness was verified through ANOVA. The
findings indicated they all had significant differences. When
salesperson's physical attractiveness and other customers’ physical
attractiveness were high, the perceived quality and brand attitude
were high.

Based on the above findings, to verify physical attractiveness and
self—image congruence in an integrated manner, a structural equation
modeling analysis was conducted in Study 2.

The findings from the verification of the effect of salesperson's
physical attractiveness, other customers’ physical attractiveness,
and self—image congruence through a structural equation modeling
analysis in Study 2 are as follows.

First, the findings from the investigation of the effect of
salesperson's physical attractiveness and other customers' physical
attractiveness showed salesperson's physical attractiveness had a
positive effect on perceived service quality and perceived product
quality, and yet other customers' physical attractiveness did not have
a significant effect on them. In the case of salesperson's physical

attractiveness, it had a bigger effect on perceived service quality than
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on perceived product quality. This indicates that salespersons’
physical attractiveness needs to be considered more importantly.

Second, the findings from the investigation of the effect of the self—
image congruence with salespersons and the self—image congruence
with other customers showed the self—image congruence with
salespersons had no significant effect on both perceived service
quality and perceived product quality, yet the self—image congruence
with other customers had a significant effect on both perceived service
quality and perceived product quality, which indicates the importance
of the management of other customers because highly perceived self—
image congruence with other customers has a positive effect on
customer’ s evaluation of stores.

Third, as for the effect on brand attitude, perceived product quality
had a greater effect than perceived service quality. In other words,
perceived product quality is essential to improving brand attitude.
Thus, the products which can fundamentally improve the perception on
product quality are to be based.

The findings from this study have several implications. First, this
study has significance in that the degree of the effect of both the
salesperson's physical attractiveness and other customers' physical
attractiveness and the degree of the effect of self—image congruence
of them were compared with each other. The findings of this study
showed salespersons’ physical attractiveness at fashion stores and
the self—image congruence of other customers are effective for
customer’ s positive perception in stores. Thus, the salespersons’

physical attractiveness care is important from the viewpoint of
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companies; and then customer management strategies for other
customers, such as customer suitability management and customer
portfolio management matching the attributes of the store, need to be
established. Second, the fact that product quality of clothes is more
essential to customer’ s building brand attitude than service quality.
Thus, building customer’ s confidence in product quality is the most

important.
Keywords: Salesperson, Other customer, Physical attractiveness,
Self—image congruence, Perceived quality, Perceived service quality,

Perceived product quality, Brand attitude
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