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CRMYT M2 1=

o niAE 9] 8 £4 (Jantrania and Wilson 1999)
o W3 v ol 1AV g Ae] A
of SlolA 7HE 2Ao] Hol AYE et B
71 wjZo|th, o|FA FA SlofA] 7]Eo] &
WA #AFAGEIY S sl 2Y
B #93 AR ecor zgdtin niAE A
724+ (Neal 1999) ©| v vHAE 82 (Chang and
Wildt 1994; Bolton and Drew 1991 5)°] 73]
et
9, DAV Sk eiM 2hE 7 A4

Ao R Folxitty WY] & A9t TG of
31 ot S FACZRE IAEL IAVIA|7F of| g

£ R A 2EHE do|=vtel] daf B

TE St A ATl 9std, A Sl ui
i@‘ﬂ YF A Wz st A7t
& & 9 UH(Morgan and Hunt 1994). Morgan
and Hunt(1994)2] 9] 2w, A& v 2ys
Al hAx AT} B71A 2EEE o|lnet
8% dAAY v/l (mediating) 94 2 22
(moderating) 9 &< ¢tH(Morgan and Hunt 1994).
olgidt AFE Mz He dTe 28l Al
AMe Fa88 A7 d9er B 1 ofe 2%
QA Ao EAo] exElat o]zt 917] W&l
o, el Al A5 iAokl | At
E7Fssithe AR wel] A izt BolA &
= A AE alof dvte AEH B
of gk Eotzte] WA (Friedman ¢, 2000:
Hoffman €], 1999). o]& gt &7 A A z]= 1749
AZtE S AT 4TS o] i A
AR A= B AFLleltH Crowell, 2001
Hoffman ], 1999). 238 o|x= &8l 220l 37
A AZEX| o 2EE dAFole AlEadld gt
27k w ettt
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ol AFste AF % AH 29 Z&(utility) el o
g 29l H7}5 2] gtk (Zeithaml 1988). 4
HVM T QAR o °‘°1 7% ZEA9 g9l
2 = AFoIU AHl 2 &
< oE xﬂ%é}% 1?34 Haﬂcoﬂ ]

=, Aol 1
AL 2FgoEn A He Hfd BHEEE on|
s, oY e HAE X e i‘ﬂ]%}% | AFelt
Au) 0] ARl ARl 54 HES AE3E
T T8 YAEA S 7ol HY & iu}(Baldauf
ﬂ 2003). 2, #7 (relationship) 7HE 71
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3 Az teFet A5 mSH(exchange) T3
< & 8= A A (affective) F2 AFA
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2 (customer equity drivers)dhe o] 24 =y
HaE 3 s =5y AAAY. =, 1
AW Y84 7], BllE aga #
= A3 wiElE o]z (Mutually Exclusive), A
A &A1 (Collectively Exhaustive) 17} 34
o 719 #7te9E Wxsta 7] Wi, 2
271 (customer equity) S SHAIZ17] S84
= o] Al 7 24 A 7o ApEtE o7 e
2 3la, 7199 wHAE dee] v ofof g
ZFzsta ek (Rust 9 2000).

2.2 D474

WA S84 F DA = A H
o] 714 F4lolth(Lemon ¢, 2001). % 71499
AlF/ A 227F aA e Yz 7o H3teba] &
O Hae Hale Aoy 7o §4 2
AgE 1 3 S5 & g7 wizolth, uAEA|
= oY GoelA] uaEe] 54 AF2 AHAE
Fulste ol frel AAA MEQ mAe] QIAA 7}

2] (perceived value) oA 7]918HH Zeithaml, 1988:

Gale 1994; Sinha®} DeSarbo, 1998). Zeithaml
(1988)& 7HAghe Ag 'Fols F1 & F 3=
7vo digk d' o2 He RS A BSHAA AF<
E8d g nAHreta gofstgla dAE 7t
215 e F83 A%t Azttt Monroe
(1991) &= 3Aeo] AstE 7 E AAE o]}
A2 (sacrifice) 9] vl&olgtaL sttt H|ZY 2 vl
A” ] #A|A Anderson, Jain and Chintaguta
(1993)= A7k = E2AQ ofu|2 AAAL] A
Qtolut 7H & 1S wf Aol 7H4 g

Al olfe sekel R
o] Z984 (worth) ©]gka &t th(Anderson, Jain
and Chintaguta 1993, pp.5.). ©] &nl&= 2247}

H 7
A, 744, AgAY g5l Adga & .
Gale (1994) % ol¢} frAtetAl A7 S A E 7}
ol t]-g3h= Al A QA FA ol A ofg
At Sinha®t DeSarbo(1998)%59 &M=
AAE 7= F43 7149 A (trade-off)
dA vdew Aozt stgrt. 25e HHS
2 FAY 7Holgke F 7R gl ol
kATt 2l Zeithaml(1988)¢] A+

ZIgro 2 ZExAANe de F4, 744, Hed
o Ao Hofstut gt
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CRMYT M2 1=

I AE Ao s gEnke Ao g PFs
g1 UE Ao|H(Gefen &, 2003).
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(McKnight €], 2002). ©] ]
SR A A Frje =t
FEFE A WeR d4st e (McKnight
and Chervany, 2001-2002: Gefen, 2000).
/‘J?Ml e A= vAE FoRER ofyet A4
T T ZopolA FES] o] FolAa U
lﬂi‘% NEZFES AT tidol A el tig
AelE kst McKnight and Chervany(2001-
2002) 9} McKinght 9](2002)& g8 oz A}
A A ek ds gelste] AlRtstA
a5 Al g3 gdd s Akt 59
(competence), A1) (benevolence), %
o Z7157d (predictability) 471<]

ol o o L g
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8 874 g5 dEcke v PEL
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ojlgti aH|AbEe] Be =S ondit
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He 39E Ropld Ade A%4 43t
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Feta glor ofd tid A7t s Hojsn

(Heskett and Schlesinger 1994, Zeithaml 1990).

Oliver(1997)= ZHEE A Fo|} AH| 2~E 13
Az AEH ez At ojedte D &80l
g ol ol =EE = dE8A acloly
A =do] AP Fs 4o + T AT
et ste AL vt sl 13
74 (2005) € 1ARLE S ‘A9 Aol vl
of gk 71t S vl e A &H 0w 54 AFolu
LB e o) ﬂﬁﬁﬂﬁ% Y& dF ol 9
FTt ol AL 714 T

Bl sbA| Rt %’L*ELX}QM A&AQ0 HA
A7l vk F5e G
(Agustin and Singh, 2005).

71E AFEAA ARG i S AT
Agnitt ztol= IAIRE A4 GejA, B2, Q1A
2 AN ZIYE FEH(Bloemer ¢, 1999). 3
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D24t 2L olxis 2F: Azlel opjEYe S

R g o]t A7)

Chra LB e

So 7 233l ¥ =2 (Attitudinal) F2&
T Ee Agd sgoz2H el Fdste
(Selnes, 1993), <1AA (Cognitive) @EE

ool e oo
A b ol o0 o

FuiE W s WA Adve g/ A A

(Dwyer ¢, 1987). T3 Oliver(1999)& 24E]
& WAA H2oR XA 2EY, A4 29,
gxd 24y, PA4 2FERE AT 34
FEoRE AFAEnt Apol7t EAGT. 2EH
=2 A7 9% (Cronin and Taylor 1992)1} &
9= (Boulding 9, 1993)2 Z%371% skAITH
27} g 7193 dAE At ek o
& PFoATE Withe FHAAN, uAHFE
(Share of wallet)o] =AY 3842 FH5 gt}
A iES S S PE0 R T % StH(Zeithaml,
Berry, and Parasuraman 1996). o|24 24¢¥
of thet gzt S4 o] v Apol7h A shARE A
T e Y] AFddA bFolAl= il §

Bolgh 2 4 9]

. 7k

3.1 1Z7ix|et L=

Zeithaml(1988)2 uA7FXE H7lslr] g +
A Z4at=o 2 F4 (quality), 7H (price),
223 H2)4 (convenience) 2 AIA8I L, Sinha
# DeSarbo(1998)9] Aol = A2 wjAle
F43 7M7) w g (trade-off) & ol 71
= Yrpstnzt tt. B AT+ Zeithaml
(1988)9 A& 7Ivter F4, 744, e

(DeLone and McLean 2003). Al %é}% 4
AbOlE Al 2Hl9] 7|ed k= 714 =29
AA A Al 2ElA 0 2 Auphy QP A o] a1 H2jsHA
2B|AEY FujEdES Aty she AE 9|
sith, Alz~d"l 228 HZA (accessibility),
d (usability), Wl¥]Alo] A (navigation) 522
7b & 4 9tk (McKinney ¢, 2002). FEEFLL
°“*}°]E°ﬂ7‘1 Al Fshe ZEI} LHAES FujEEs
A=t sk As on|gtt, ol2fd FJEE
A& WYg 44 (Content), B2 (accuracy), Al
©] 4 (timeliness), 84 (usefulness) &2 54 &
4 AtH(Doll and Torkzadeh 1988; McKinney
et al 2002).
AEFAo] Ao 4 Fohe Ad g 2

Ae gt FHES 58 ZolE 4 gith(Slater
and Rouner 1996). WA, Alg]#g T3 EA

v A A (Affective judgment)s AA|A
I+ (Cognitive judgments)d] ATz Hi

A (Zajone 1980). wlAIA| 9 22 thdedl ozl
27 ®72 s 99 a3 mAAe Aga

(source)ell dieiXe A H7HE HelA €
o= Aot ol¢ fAlsHl, FudFedME Fa
Ugo] sy e Fuo AE= Ao #
== 3
A AE YT HE2 SAXGE Aot
A R R F4-o] &

o] A|FAte] e 32 Aetko] o] Fo|2] A
€},
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CRMYT M2 1=

r

aAa

rlo

HEFLo] AlEd dFE Fohe AL F
wlorw dro| 7ksoitt. Frel2E W4l (Heuristic
perspective) < g nsto] &(Elaboration likelihood
theory)= ¥ g Rdojt} oW i3S Ads}]
A= o] el tht HEE Ztolof gt} o}A|
ok o33t o= A L (A7 A =8,
AAH =¥ e &7 Hed AFRES
olglg =g i T8 Holl <
(Mlttal 2004) :LE'37] Lrﬂl'j: ] QulA o 7 AlSE
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T ﬁlxl‘i'l 4%‘%% R /\‘31] @A (heuristic cue)
L= 93 oA (peripheral cue)E ©]-&35t o]
g sl gddits Aotk dEsHE JH 2
A= thFslt A @A (peripheral cue)7} &
A= AT, Aol AL o IHA/5E
Ao Feksla WARE HolE9d] glojA A
Ao gt A Hrie 7= F98 dAT)
#t} (Slater and Rouner, 1996). 23 B2& &g}
o] £ E FANHE Asl= AR TAHo] =&
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Ao} 77k pel] #3 Aol & £ 9l =5
(Rust et. al 2000). 229l £ 5 7oA He
4L agdAE GFAeE Z2A 20 digt s
2 AHE F ot FEA|AH § ]

oy mAeA nEH] Mu|AFE AlFetr] 3l
&t Z2AMA7F EASH H=l, o] W Mu|As F
AL A, $8, FEA 28 59 89102 o
Folztt, § 3ge] Au|AFd & H83to] (Barnes
d, B4l

ox —

29l £9Fe A AFES MEY A2 w2
% %

990\d o] F F&ER Agaste 2008\ AL

olAE B

& BAZL By gon old ha wylo] Erh

BA9l o2, AP 3 AANEFE 20059
Q

(20079 %= AAPdAHN 2B 3 e eF
A, d=aEakd, 2007). JEe] F WE

& A|doly nluj$oz Qg Al oteliAl- a4 =
=F e g9< a7de el gted,

= 7 AAe] =FEAMe HeldHuks T
stef TAete Tk BAlY Ao A &=
2RSS $88 ) Asjadlow 2Hg-st
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e
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o 9
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FaAF gt

olgfgt Al g AL AHAER )
o7 ARl Ao et A& I EE Fo
H AEle] HA ke = ot 28
ANE Foll SlofA F7, vHF =
FellA A7le aA 7197t FstE
"oz APy e 7|E 9% 2,
SE Ao nz & ES w77 4o
8] o]y gt Aol U Eekzto] e Zelr
Jelm 2 olgfdt FAe#H el A tigt A

%
zte Aol 4% 98 F Aol

7Hd 3(H3):

s

A Ho| §l7] wf ol Fufxtel] thdt Al
AAPIAG ] @aloltk(Gefen, 2000; Reichheld,
2000). #Hujzt A7) oA HEY PEE T
A o)A Fx(Javenppa ¢,, 2000) FujA}t 1=
, AMEL Hujziele] ABRAE f
A8t & YEe wolrltk(Gefen, 2000).
AAA Fgol A Mu|2A Al el Zhe
g9 A&E AMu|2A FAE 1A F7]42l
aste] Pgshe slo] ARl ek B
| ez 234 YFite AL
A71E Aolgta gtk (MacNeil, 1980). Berry
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CRMYT M2 1=

ZIEE A% 7Folgtn T, k= 7Hd 4(H4): 2eRRledE Alsle 2EHA 3
AeHA (2004)& 7193 7199 Sl gk A1) A% G v Aol
7V ARG JEFS v st AeE

5(2002)& 1ARET 2GE Aol AF 7} FQ
gk o7l Qs drha stginh. ol wEkoA ) IV, of7tHHH
Aol thgk 9] Mg 7L FAg Aol AIA R 11
7nioﬂﬂ ek :17&?;@04 740]3].3 7};@61— 2= ohq.

A9} 2IE|TAE Fo5dd AFE(reciprocity 4.1 Bipe] TRA Mol 9l ZXuiH
arguments)d] = FEkz Ho} Fufair) o
Mo 2 Y AlE 47] g P& s =9 < 2 dAFodM e A AAE AF7bde] dig
SWFE SA] da #H JPAFEAA o]

A4 AP Fol5a 2HAEL olHF AHE F F

Aet7] fo 2G84 AFES HoFn FAQd 1] AFH SHETE o] &t B AT APl #
g F ot} (Gassenheimer, Houston, and Davis Al AEdES £33t AHEstGith. ekladE
1998). 2¥ B A 2IHE /7 F=F 9 AlzEl A4S A4 (accessibility), AHRA

Aozt BolAS AR HE 4L A

—~

usability), WHAlo] A (navigation) &2 #H7} &}

£ "H=th(Ravald, A. - Gronroos, 1996). <2 9tk (McKinney 9, 2002). 2e}9l&ag ] FH

¢l £ FoAME o9 wRIVIAR 2Rl Eo =42 & =44 (Content), B4 (accuracy),
et A7} Aol g 2EElE AZ Aotk 2 Al A (timeliness), &4 (usefulness) 22 =
quz 7Ha & ofefst 2ol AAEIT A3t Doll and Torkzadeh 1988: McKinney

ag ) o 2y
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AECES
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Cronbach’s alpha
0.921
0.902
0.755

[tems
0.882
0.926
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BE AMA, o) T2

42 9 g 9547146 vl 44 3
% a9t W)L dolx ARG vl o
o Zvie] Wely wrie BARA A o2
QeAe Bhe AAHS & g
14 A%
S 3e] e

14792
3L A &
£y Eo] AAe 24 & A

oz g9l
A2, g Sl tigh

= 3
2310 (Lewicki and Bunker

Seuges 34
AF e &89l

A
b1 &

~—

2ANAE Hus
23

g

B

7t HE
1995) ool tigt 7|& ZAYEES
2ol LY s
59 (competence), A1) (benevolence), 4
o2 st 7+ 3
Hoo
I 27k &

39t (Singh 1988).
3 Moo
o] &3l th(McKnight ¢, 2002).
AEdA Vg ARAoR AHgal
Hd el

N et (Construct Validity

Aoz 4" F8
(Principal Factor Analysis)&

Bis

1

% A 1849 (Varimax Rotation)el ¢
ekl ofn|

< S}, fak(eigen value) 7}
T =
e Aolm

EoiRe
J (integrity) ol tigh ¥5

T 2 St tH(Zeithaml 9,

T

/KE]
Nl 2G5S
29EE e &
£ ASA W
1996).
4.2 B2 7Y 2 ZARY
eapel £98E olgahe wAS gao e A
QUL PABGT LAAAT ARG o 9 AW FEaG 1
Fotel 24199 SRS FHAGT W wEe  Bake B PES Jujst
AL 48.1%, AL 51.9%0100. 3 &3 lolake A9 gnlE Waah} 4w



CRM&IF M2d ®1Z

1 2 3 4 5 6
1Q1 0.790 0.251 0.153 0.157 0.251 0.067
1Q2 0.812 0.247 0.162 0.117 0.229 0.118
1Q3 0.770 0.255 0.115 0.054 0.275 0.122
1Q4 0.835 0.191 0.140 0.094 0.257 0.096
SQ1 0.199 0.832 0.181 0.185 0.110 0.049
SQ2 0.190 0.799 0.194 0.214 0.167 0.092
SQ3 0.279 0.779 0.110 -0.006 0.278 0.145
SQ4 0.302 0.747 0.126 0.006 0.290 0.173
Convl 0.140 0.216 0.832 0.052 0.311 0.014
Conv2 0.193 0.245 0.776 -0.017 0.389 0.078
Conv3 0.194 0.128 0.740 0.094 0.313 0.072
Pricl 0.151 0.063 0.053 0.856 0.105 0.118
Pric2 0.110 0.206 0.037 0.839 0.153 0.074
Trl 0.125 0.166 0.229 0.165 0.710 0.136
Tr2 0.137 0.095 0.280 0.003 0.739 0.061
Tr3 0.086 0.192 0.163 -0.001 0.754 0.196
Tr4 0.138 0.146 0.213 0.176 0.715 0.167
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The Effect of Customer Value on Online Shopping Mall:
The Moderating Role of Trust

Lee, Jumin®
Kim, Hyung-Su**

Abstract

Companies consider customers as an equity, which is expected to increase customer loyalty.
However, customer loyalty does not linearly increase in real world by the customer equity
always. This research investigates a mediating variable which influence the relationship
between customer equity drivers and customer loyalty. We focus on customer value as a
customer equity driver which is the most basic factor among customer equity drivers. We
examine that online trust as a mediator between the customer value and customer loyalty in on
online shopping mall context. Customer value consists of perceived convenience, quality, and
price. Findings indicate that online trust mediates the relationship between customer value
and customer loyalty. Especially, online trust perfectly mediates the perceived convenience and
the perceived quality. The perceived convenience influences online trust most significantly and
perceived quality and perceived price are following in the order of strength. Our results
implicate that online trust is an important mediator of the relationship between customer
equity and customer loyalty in online shopping mall context and need to be managed as a
customer relationship management index to increase customer loyalty. In addition, perceived

convenience is the most important factor to increase online trust in matured online market.
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