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AeAE FL ARzt AdEHE B9
FTAY o rEE 7t FaAA A SHox
= FEo] #g HAOBA 7| AME|A FY
1o] A, wile) 19, F el ZIErH(Smith,
Bolton, & Wagner, 1999). 7]&29] A&
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o] Hakglel tiste] G AAY AR %7]
Fol (Seiders & Berry, 1998), B33 R4S
ke TfQle A S w2 4 e Aotk

(Chebat & Slusarczyk, 2005).
B389 AN 7H R R Yehte F
A9l o2 Fi(anger)d Aol . F
= Q] 7184 ol (Izard, 1977; Plutchik,
, 2HAEE B8 Uehve diEdd 73
2 7] g Faolrh(eldh, 9AIE, 2002; Richins,
1983). £999 E3%84 A 43 #dd g2 4
TEAANE 3 T BEwg 2 2ol 7149
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of ¥Ysh= 4 olth(van Dijk, Zeelenberg,
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2.4 2%

A% (commitment) & wIFFALZIY #AA A
ol tigh gAjHola, HAHQ A ekoln E 7|
o] AAE A& = 3 7199 o =olth(Dwyer
et al., 1987). £3], Morgan® Hunt(1994)&
A4 A vAEE S5ty fE) AlF 9 o

k)

2o A&o] a7HM, 2750 WANFEY F
23 WANFYS wHuEE, RBeAdN 2%
o #5949 0@ AFSe 7129 FEAE 9

A50] HedsE
o A3 0]9e o FTMIEE o] datia A
At T3k A&5Le kg Aol AAd tigk &

FJr oleg #AE frASH] Sd @714 S
& A or, aea A Pl ek 2l

RS B B

oz w9 2ad o 2 499
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T PP, oldF A4 Fad 422 U,
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=g & | Eo]tH(Kim & Frazier, 1997).
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2455 =74 2% A 2402 Kim%
Frazier(1997)= A&24 24, d54 2% 4
MA AL&oz  a8]a Gruen $(2000)& A
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T AARAEZR O] 7)EA
THo A B4
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Meyer, 1990).
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WS At o]
A% 5?4’“ o] oJ( 01] , Alg)d st
1529 72 e H“Edlﬂr Brown et al., 1993;
Cullen, Johnson, & Sakano, 1995: Geyskens
et al., 1996: Lee et al., 2002).

W gAME A&e wmaddiatele] F43g 9
gololl gk S 7Iwte g 22 7F Ao &%
st = 7]‘”«] 9=E w3lH(Gundlach et al.,
1995), ZatAl Z2&E 7%l & A7 FUAIst
of 1 ﬁl’“cﬂd% 271 AAY 24 dig 44
A fFg wrle A E3h(Allen & Meyer,
1990). A A Z2&5e AA o
AR A& oRRYH A (Lee et al.,
2004), AElA ol AL A7 7wk o
(Gilliland & Bello, 2002).
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< FAAQ PFg 7Pt AHect. uw IV, ASEAM7| of1HkH
2 A1 Bl oA shet 2 A S
Ada 2 o, 78S YoHA 7] ddiA &
s a7 =M, ol P& AeHoE T 41 NEFE Y 24 gy
AA7E Aol ofet 54 dF9 7HedE 7t
A71E Aolth(Spector & Fox, 2002). uwjehA = dFe M HS aAEPEZEIOH ARG
AB7HA AHE YEe aigo® B4 g o EUEd Adol e v 204 oY diEE
Al 2 BB EI Ao AV & Aolgta o oI eR sto] mAEAERIOHoR Qg A
=3 ¢ 9lon g3y e S AAEG g A3 7EsteE skt A1 2008
W49 19~ 49 9Yeln, F 400%< H4EAE
7 3: BAA e BRHYE F(+)9 4 wlEsie] 18655 3Fetdla, o] T BAAS 24
&2 ) d Aotk 22 A3 16475 B4 AgsGt. didA
o] aARFEaad A dAe HEy HiE
3.4 251 =8Ys g g rEFc 9o r 77 30.2%, 11.7%,
58.1%91 Ao Vet
ARE A o] 2oME NUEC] o dgd A e A B2 9lste] SPSS12.0
Aoelr] gerke AWl el A&olgs Al & o] 8% HMI=EAM (Frequency Analysis), 7t ®
e EYstdth(Hollinger, 1986). 53], AslE 59 34 =] td A= 4 (Reliability

ARde 7elo] Atgle] “fuetE ATE =43 Analysis)Z sttt w3k B A3 7MHS AS
7] YA ofF, B9 #el 2 Aol Wl 7 &) $lske] AMOS4.0S o] &8le] TR B

A
A 245 #lsstt. olw, Hirschi(1969)& 7Y 9] (structural equation modeling)£4< %3}
Qo] Aol F7MA4E EYYdesS 9 Yepd 21 o JMS HAS3EA
olgta F7gstAtt.
agEg A& By e fod Fof 4.2 FANEel £
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< M & AXE AT 2 AFdA A" FANEE g A=
© BT 7|EY dFE vEo R AAHAY. 514
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W 4-10 A A& B9 ()9 ddeR AAG] Wi oite] 3 Bt
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371 A, ofelAgk 1 ol Ve ow 3 gAF Qo8 AASETE (FE 1dd Yeld wviel 2
[RAENS AT 213t 0.4 ol3)Ql & o] B/ Az ARZEL ATA AEE ARE
g3 AN EE B3 TS AA = AH o] Z3rdd Hlwa A Hislu oS Ve
ARS AR AF}E ugorw = re] ol tdx & 4 9t
(E 1) UE A=idn seeEas At
EEEER e
... | crA | CFA
]| E L - .
T NG old °|% | Cronbach = HES =% B3} BA
A 5 o | g ERE 29 O A
o= T 0T a ’\01'3'&74]%: l?.s]-%?: J_Z]- LE] —,—gg}:
X1 0.821 0.727 | 0.368
) X2 0.786 0.827 | 0.201
B 4 4 0.817 0.857 | 0.601
84 | x3 0.799 0.701 | 0.396
X4 0.823 0.737 | 0.521
23 X5 0.917 0.707 | 0.761
e 3 2 0.791 0.742 | 0.668
234 | X6 0.902 0.933 | 0.170
. X7 0.870 0.804 | 0.354
284 | X8 3 3 0.853 0.900 0.868 | 0.319 | 0.825 | 0.613
848 | xo9 0.870 0.730 | 0.546
Y1 0.853 0.667 | 0.324
Y2 0.818 0.681 | 0.458
LRE
o Y3 5 5 0.868 0.777 0.690 | 0.720 | 0.823 | 0.500
= afe]
Y4 0.805 0.817 | 0.671
Y5 0.793 0.865 | 0.789
Ana | Y6 0.923 0.850 | 0.331
e 3 2 0.831 0.796 | 0.661
A4 Y7 0.928 0.831 | 0.392
Y8 0.788 0.653 | 0.515
AAA
. Y9 3 3 0.802 0.874 0.821 | 0.352 | 0.819 | 0.605
==
Y10 0.876 0.826 | 0.295
. Y11 0.722 0.685 | 0.813
g; Y12 6 3 0.608 0.672 0.632 | 0.870 | 0.630 | 0.400
(e}
Y13 0.856 0.731 | 0.772

x2(171)=177.238(p=0.356), GFI1=0.912, AGFI=0.870, RMR=0.081, NFI=0.904, CFI=0.996
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The Relationship among Usage Situation of Customer’s
Reward Program, Negative Affect, Commitment,

and Complaining Behavior
- Focused on Equal Theory -

Lee, Eun-Mi*
Jeon, Jung-Ok™*

Abstract

Customer’s reward program is a prevailing promotional technique. Recently. both management
and marketing fields have been interested in the failure of customers reward program.
However, there are few empirical research regarding this. Therefore, this study examined a
research model that employs justice in processing of customer's reward program perceived by
customer to explain commitment(calculative commitment, affective commitment) and complaining
behavior which is mediated by negative affect.

Data was collected from the customers who dissatisfied with their reward programs. For
the analysis, frequency, cronbach’' ¢ and path analysis were used as statistical test tool.
Additionally, SPSS 12.0 and AMOS 4.0 were used for analyzing the hypotheses.

As a result, proposed structural model largely supports the hypothesized framework and
the major findings of this study are summarized as follows:

First, distributive and interactional justice were negatively related to negative affect. But
procedural justice didn't influence negative affect.

Second, negative affect was negatively related to calculative commitment. But affective
commitment wasn't influenced by negative affect.

Third, negative affect was positively related to complaining behavior.

Fourth, calculative commitment was negatively related to complaining behavior. But negative

affect didn't influence complaining behavior.

* Doctoral Student, of Business Administration, Pukyong National University
** Professor, Div. of Business Administration, Pukyong National University (Corresponding Author)
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In conclusion, It can be posited that justice, negative affect, 2 forms of commitment and

complaining behavior are important factors.

¥ Key Words: Justice, Commitment, Complaining Behavior, Negative Affect
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