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1) Andrews, Frank M., “Construct Validity and Error
Components of Survey Measures.” Public
Opinlon Quarterly, 48, 1984, pp.400-442.
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TAPEE=J|CH, OIXIE M)
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o 93t wFo] AP FAIY 1
107 349 de EUEY e S 93
#1 Qi & EAW FFo ¥wrx 7dy]
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3t Alg F dAE AXY EYX Hr}
of @ wgolgtn Fde dWHoz F

2) Churchill, Gilbert A.. Jr. and Carol Surprenant,
"An Investigation Into  the Determinants of
Customer Dissatisfaction,” Journal of Marketing
Research, 19, November, 1982, pp.491-504.

3) Tse, David K. and Peter C. Wilton, “Models of
Consumer Satisfaction Formation: An Exten-
sion.” Journal of Marketing Research, 25. May,
1988, pp.204-212.
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o} e AYNE BT 3Ry F
8 230l o

RA, churill and Surprenant(1982)F A€
X 3HPerceived Performance)s &3 HuiE
& ZA}E RO FE FAT URE U/
s 2de ©E/ 89S 3o U@
AREE /A2 A 4

A, d7AEL EFHY AP E¥AHQA
Ao Fzu|ne AFYF MIAFEE A R
sdn gk d& W EFEHQ W@ JuE
7ZIh Y A(Oliver, 1980), o]4&HA RH A
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Hi<aA B8RS AFEY At o9 2F
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2.1 OIXl= M9} BIEE1X(Perceived
Performance in Satisfaction
Formation)

TARE/ATEY APHA BIE AAd
490)de Ao) o84 AXE Az Iu. 5

4) Sirgy. M. Joseph, "A Social Cognition Model of
Consumer  Satisfaction/Dissatisfaction:  An
Experiment,” Psychology and Marketing, 1,

Summer, 1984, pp.27-44.



TAMOEE OO &

193
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5) Cohen, Joel B. and Michael J. Houston,
“Cognitive Consequences of Brand Lovalty,”
Journal of Marketing Research, 9, February,
1972, pp.97-99.
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£ Z o3t 2de UAY A FH(perceived-
performance)& F#A71E Holdh

2.2 HERHN S| Him M
Ei(Alternative Comparison Stan-
dards and Disconfirmation
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6) Adams, J. Stacy, "Towards an Understanding of
inequity.” Journal of Abnormal and Social
Psychology. 67. October, 1963, pp.422-436.

7) Olson., Jerry C. and Philip Dover, "Discon-
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firmation of Consumer Expectations Through
product Trial, "Journal of Applied Psychology.
64, April, 1979, pp.179-189.
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(J8 1) Linkages Tested in prior Research

Cardozo (1!

«—— Oliver (1977, 1979, 180b)
Olshavasky Miller Anderson(1973) N1 - N3 no relationship

(1972)

Olson & Dover(1976)

Olson & Dover

(1976)

& Trawick (1980)

AN

Olshavsky &Miller(1972)

E 1 Manipulated expectations
& 2 Manipulated performance
11 Perceived expectations
N2 Perceived Performance
N3 Disconfirmation

T4 Satisfaction

AK=E: Churchill, Gilbert A., Jr. and Carol Surprenant. "An Investigation Into thev
Determinants of Customer Dissatisfaction,” Journal of Marketing Research, 19,
November, 1982, p.492.

Anderson®2 E&R7|7} AFe Ao 9% s} o273 2A9 EQE vgoz o}
2 uAE AL A 197092 olH2 AnA WEZXAL Ao ¥
o] F Zoleol ti#l Cardozo(1964)9] A@ZA} of AZHolth. FHL oJ8FH FxIt AH9
HEE FA4%7] Haoq ALHUNeH T2 F

o 2 Jurs o 2
8) Olshavsky, Richard and John A. Miller. “Con- A9 guig AL o A7 st A
sumer Expectations, Product Performance, Aozt E8Ao B3 Aol
and Percelved Product Quality.” Journal of . 5
Marketing Research. 9. February, 1972, pp.19- THEHo|d Al ERA 4 H¥H 4™

21 . Anderson. Rolph E.. op. cit.. pp.38-44.
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NFHoH, EZAold Aol AEY /g% @
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Z1PE ARG AF AHE F ENS2H[E
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g q 28AEL E OE Y'Y 7 E 7R
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2.3.2 Performance

BEe 71 Fa% Ade EYX(EEH)H
7tl ®Z3 vtk Olshavsky and Miller
(1972) and Olson and Doverd: AE A#&
FF3en, 180 ZxF A& A 93
BEaF AFF AzErIEg s 93
A7} od gL BEstE A2y

9) Olson, Jerry C. and Philip Dover. "Effects of
Expectations, Product Performance, and
Disconfirmation on Belief Elements of Cogni-
tive Structures,” in Advances in Consumer
Research, Association for Consumer Research. 1976.
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2.3.3 Disconfirmation
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2.3.4 Satisfaction

MgFoez wEojge RE Fulg AAYY
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(1964), Olshavsky and Miller(1972)9] £
A8 HEE Jldy A3 32 AFHe
o 2SR gt

9L Iy & 4L I EYA(Positive
Disconfirmation)2 el & 7| ¥
A8 ¥A4H EYX(Negative Disconfirma-
tion)2 Yelytth. g7y 19808 Bode AT
o] 230 AAEY I, BYX, WEF(n, ns,
mESZ &AZFY Oliverd o8 4, o] &
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10) Swan, John E. and |. Fredrick Trawick. “In-
ferred and Percelved Disconfirmation in
Consumer Satisfaction.” In Marketing in the
80’s. Proceedings of the AMA Educators’
Conference, Chicago. 1980, pp.97-101.
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An Investigation of Consumer Satisfaction Model

Chul-Jung Kim#*

Abstract

The study is in attempting for reviewing the selection problem of the measurement and the
model, concerning a consumer satisfaction model.

Therefore, a common model, which measures degree of consumer satisfaction by an arithmetic
mean from measurement method including data, which assess compulsively the attribution and the
importance to consumers, shows the problems of a field application.

There showed a high predictive validity in the model of a singular item using the degree of a
general satisfaction rather than a detailed assessment.

However, the single model needs the model of consumer satisfaction from the using of plural
items, because of the field problems that produce in an alternative application.

There showed a high significance level in the model including variables, which are showing a
high correlation between purchase intention and predictive validity.

* Dept. of Enterprise Establishment & Management, Gachon-Gil College



