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7197k AA-E Ashr] skl ABU o]4A
o BAASAH] Mujxrt F8 ol Y
uket wAde] vt v Fag Agdzos yehy
T e ofdll w2t BAFAE 27 A ol
14 #e] (CRM) ol tH(M&41, 2003).

IT7]z0] w43 destis A w7 9
EYl/delA o] oA = e-CRMo| 5743t =3
RN FHUI gl 20049 64
AT 720041 AAW7] JEsh ezl Aak(E
AHAE, 2006)9 w2d fevete] IEY of
EATe 3700800l deve AE Adaw
e-CRM= 7]l sloiA @At vl vj$- F2
g FEoR A YA, 2004).

e e QASS WHTHEYE ddske Ux
A9 ez eyl @471 e-CRM= =4
st glont obf whEE W £EE oheta ¥
3 glor ASA A7 £ 5T Aol
& @ 5 AT (EFE 9, 2008)

Marketing, e-Sales, e-Communitys2o® U
T °|% e-CommunityZ} 7ozl 89+ 4
Aol ojwdt JgFE nA=AE FH A

gt

CRME 7I9jE°] gHolAE #5532 2l
o} 2l
AR Ay, F¥at] o 1A%
Aok, w3k uAFe st 7199 Azhe)
A G mAA HAx, VorbA=
e e 4 R AGEA
, 2004: A¥A, 2002).
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(Heie, 2001).

aela nAe] Steh 1) JHE FEHoR
#e] & sl wHE AfrdAelde =77t 2
L3t 2] CRMelzta & < SITH(HA S 9],
2001).
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22l E0M Fojuol oIX|F xSt 20E I AT olo] ojxl= Fe

ostof mhst 3T - e-CRM TARQA & e-CommunityS SAICE -

79 9Y89g AT 1 PRt
Al 2891, TP 89, Bl e g S g

e-CRM T4 8cld #et Agdte ofef (E
13} 2

olAd I AFAEL e-Marketing, e-Sales,

e-Service £01% o-CRMTA @010z Ao} o3

9 7l vl § Fad adlolgn FAN T
olgfgt 4L FAH ] g A+ FFE 9
(2008)= e-Community 2291 gt dF+= =2

gt oy 423 e-Community £91& F2jr]
o 9k vA A ettt g3t

E AFPstdoy FFE 9(2008) oyt & 2.2 QIX|E=xs} U nZniE
5o & Al-dAY Qe FAL Yiddtn
B & gdu ddstd 99 3714 8Qld e AATREe| A i F-Ee] A= Oliver(1980)
Community 2913} s-Security22< F7k3t & 7F AA B 7]1211—%?4%] HHgd L wza 9
91 e-CRMT7 L9102 Ao} A1Rg S dH s} o4& AFE i o E259 AdHe AEE
A% st 9Fshe Aol ohjgh AF SHom WlEE
AAE(2002) AFolA 7IHEL A ¢ AFe] 7195 Fujste Aotk & AFS Fullst
v B8 A7l gk Ad9de eS A Awd 7NAel AFE FuigezA e F e 898
g Ad gHd =gty Jled ole 1A A ZIHsks Aolgt & vk a2y no] AEFs
ol wl§- gHAolgtn FASH L, A (2002) Tt & 7P d golo] YEpA o 1A
ok o] BEoju Bk A 7|o] A& g2 2 < AlF dis] BvEsiA €k Oliver(1980)
(E N
'R ATpE A2
2RIz e xRl M| ~e] iy 71542(2001)
B 2E4(2001)
249 Feuh BRALe] w2 17 HEle] 7 iy
e-Service aAS Ee AR HE 3 AR =AdEe 573 (2001)
e sl e ~ AAE(2000)
aAo ol w2 SrEMU| A Theo R W24 (2002)
B S L o = 2A34(2001)
e-CRM . AR IRl e HEE AR H1£4] (2002)
e-Marketing - .
a9 QE ol A A Tke] HAHZ sl oW gz} Hk7 2-(2002)
EAAAA ] T84 87(2001)
e e S ool 2%54(2001)
Hu| & Aot Z2A 29 F5F HLE4(2002)
e-Sales 241 (2002)
s Aoy AT o
A TS BAA AT 2A%E4(2001)
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= &S U)X e-CRMO AAFTLAES
T=Eeg. ®=3 vigiE 9(2002) e-CRME
7150l 19 fAtolE wHEE oo mAE o

gko] #3F ATE P e-CRMTFA LIS oM
arketing, e-Sales, s-Service®2 EHF3dle] A+
"‘]—031‘4» —77Hu}_7.~_7 017\] }_5}% }bji o‘j"v_xéo] 9\]\
t}. Festinger(1955)e] wW=2W 912 (cognition)

‘—|_4

& Qlzto] Ay o8 Ak, /‘}%‘ Ee ARl
el @ Ui AEY A4 WA=
%, AUES oju|dit} whek olEYl 43
ol AFPRY} TS At AFEs
THlstR o FulAzE QAP AFe] Fejoly
e éiﬂ 7l BlIAA RS W oAbl Al

ug 1o _ﬁ
mlo oY

544 dARzd B & 5 o $44 Q)
ARz} A 9 19 BERE gol

A 2 Foly uAe ggriA] e Sy
& Y=L T & vk Mdelr] e gote] F
Aot At gicke] W] WA T 71A] Q1A
Q474 Aol of7|Eo] ARle] FujAA o] FA|
AEE A AU e o F AR ZIE 7
A "o}, AxREzIE A3 2HAE 4
2 1%o] faEo] o] & A e a7 ¥
3 oz FPeo Fxg A =¥E 3 "g
(Festinger, 1955).

Eo Avzke e AFS Aol AR AN
1] Holgtwe FHALZES ooy Fu T
g oal] Apale] Aol AEHE Ao] oYUt
e Bobhs zH 2 S e o3 AFEA}
£ Ao Bokgto] QA F23E fidle Q9o
2238174 ©rh(Oshikawa, 1971).
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FujeEel| F(-)¢] gk nA Feltt et SHe A% ZAZF(missing value) 2
H3-2: ecommunity®] @43t d== 149  Agste] s EAA Ao|~HE A9ste] F
AAF-Z3E AXH e A Fuj el = 235789 AEAIE AHEeIGTH & ATl AEH
B(+)e 9= A Aol A Z2aWe SPSS 13.00W FAHA A
H3-3: e-communitys 1749 F34 AAF  WHEL 33 2
z3te] ko] 42 nAA uA A AR, AEeHAY] Q1A FA HeE We
TFujol o] Z2HEHI} et oF WS okl faEl WEEA S ol
=, A7 W] 712 7B A FH (Descriptive
3.3 Ho| ZAH el Statistics)& TetiL WS dHAAE 27
9@l Pearson F#HATE T8I
2 AFRY gt 74 WFSe] dig 24 AR, AEede BHEEe 2FE 245 9
e 2 MPALEAEL (F 29 YeERIAH. Cronbach ¢t F8lo] 218X (Factor Analysis)
= SIth 898N AS 993y e F
3.4 EAYHE 3 ¥-(principal component)®4< ©ata 3
WAl varimax WS FHshath
A SR/ F 2735 F SHIA FAY ¥ JA, 7Hd AS5s 98t 44 QA F-xse)
(% 2)

2344 3]

v
94 2% 2 AgHels ool 144 Fe
ERET

A, %731 (1991)
%(2008)

oY BN

5
Bl

AlFelu Aulzdl tigh EvtgEs At

Jacoby and Jaccard(1981)

27 BikE g A7Vt Bz WAY ASAHAFE AH|AY | Day & London(1976)
el A7Ee F= Krishnan & Valle(1979)
AT} Al 20| 0l BBAES sze)y 7 | Sineh(1988)

A B9 FEAAT d7jsAY 27449 weg wolx | D2V & London(1976)
o1 Z2sbA0l PBS HAd] B Hm Bearden & Teel(1983)

Krishnan & Valle(1979)

Ao o=

ARyl BN TogEel gt
ik

oAl el sk

A2, 29E(2002)
718k, Hge9(2006)
Bearden & Teel(1983)

e~-CRM(e-Community)

Tl ol 857154 UF FuHe FE A
Foe 3=
1. 4uA
2. 4a7tg

L 493(2002)
9E41(2002)
BEE2(2008)
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2EfRILT oM Fojne] oIX|ExEL 20HE 9! RToHol 0|kl Yol et ¢ - e-CRM 7424 & e-CommunityE SSZ -

e-community?] 2353 &0 Baron¥ Kenny
7} AR AAIA 354 (Hierarchical Regression
Analysis) < 3] e-communityZ} 387 <A
Fxshet aMel FA, A EWE HE, AT

o= Aole] 2AEAI} YA BZHY

T &3F 91(2008)9 A7elA e-CRM

o] #4821 e-Marketing, e-Sales, e-Service,
e-Community, e-Security® A T35t HE
&S gl

e-CRM ﬁ“éﬁ?] % e-Marketing 881l thsl
Ae 249 RS F8a E45td A S
guste A S onjsin 6o FIoR
T/t

e-Sales 2912 53} |29 #rlE A=
45 AAE Doty 6719 £FoE A6

e-Service 281 A AFHe WA

O

e-Community 891
FEE kst Alget
i1 T 593 2F Ad
g P E AoEA Y FAe R FAsIIT

AAF-Z3 o] W 2H|7L P Fof 3
o £¥ow FAs, AF 7 £ 14 B
o delid= 7Y £3 LS’E T/t AEsisitt

A -ef ol

=
)
X
rr

W E 2Ao] AF Bale] Beye

4.1.2 A=+4

2 d7E 7€ eCRM 97& Bl #489&
grebatn 1 #4489 F e-Community S0l o
8 omE AeAMstaat gk webA AAl AEY
£PES B3l AFe Tl & Aol de o&

AES oz Arate A9sgn

2009912914 5E 12959714 & 547t 4
2 deAulo] (http://www.wsurvey.net)2he 91
Byl AEZAL A|2HS 23510 AZxA ] Qe
o] & ES U RE AEXALE AAsa, AE
o] PAozE AFEATH TS AL AEw

ol diaiA BA= 5HHEE ol8efitt.

21079 <1TARE B
&5 Qe Holnt, A5
;—zoﬂ st A

l

7} 10203 2 AA 9] 48 8% = urslu} -‘?-9—

Ae] AR Byl 20ul7k AAle 68.6%% 71
2 HFS EAX 1 tFor 30u(22.4%),
4091(8.6%) w2 uUsitt. dHEZE g
AtEQl A AA HEeHAY 49.8%= I

dho] <kzb Rujx Ao EW%J—LZD}’O‘EEH

T
w22 100-200%H¢

Bodr e 3



CRM2IT H2# H2=

= N=210%
T 55 A= W25 (%)

. o 107 51.2

47} 102 48.8

20th 144 63.6

e 30t 47 22.4

40t 18 8.6

50t o4 1 0.5

FZo|3} 1 0.5

nzE 14 6.7

EE] oA 104 49.8

HE(AEHE) 68 32.5

et o 22 10.5

1007 o] 3} 109 52.2

100-200%+4 34 16.3

e 200-300%+¢) 20 9.6

: 300-4009+) 21 10

400-5009+1 13 6.2

5007+ o] 4 12 5.7

AE 11 5.3

74 4 1.9

AFRA] 58 27.8

o 9 Au 7] 1

A 227 1

2ped ] 24

4 115 55

T 9 4.3

78} 3 14

Sz AAQ 16.3%, 200-30009+9 25A47} 4.2.2 AT e A

AA 9.6%9 Aoz Uit} AUz AvRy (B He A X371 (construct)
Aol AA $HAle 55%E MY Bn oo & HAs = | A=) B e
Fo2 ARRA SHEAE AAY 27.8%, FH7 e @ Aot & = 8FgRH o
AA 9 4.3%= gt F4) % (principal component)¥2& ®Hetn 3
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22l E0M Fojuol oIX|F xSt 20E I AT olo] ojxl= Fe

Adsto 2hst AT - e-CRM FARA & e-CommunityE SAlez -

2870 ZRYE LR1H A% gk ijjf;} AEAF
A2 0.892
FAA QA F-x3) A3 0.842 2.144 71.461 0.800
QA 0.800
92 0.769
A Ev T EH 0.672 1.456 20.797 0.611
T 0.571
=76 0.699
A BT HE ?{4 0.657 1.432 41.259 0.628
95 0.571
513 0.511
A7l o) = A 0790 1.581 79.049 0.733
A2 0.790
com2 0.834
Comr‘rel;nity coml 0.825 1.881 62.698 0.700
com3 0.711
AYAL varimax WS Holgloh AEEFY  F 49 g9lo] AWete HlFE 41.259% % A3t
WALAEE 2719¢ ASAFE Cronbach ¢ % ¥l &It
e Fokslh. A dAFxstek AT, AEePde WHYAEE Z4st= Cronbach
e-community= ‘Er%li}%fﬁ.lii Zt AEEgol a2IAE Gotd A FAHH QAR
sdete 8- A Gl BT 0.70)1de= =4 v 0.800, 34 EWE=+= 0.611, AHE B9 H)
gob, w3 s 29lo] mfgto] 2.144, 1.581, =& 0.628, AP EE 0.733, e-community
1.881% AA| A W] 71.461%, 79.049%, © 0.70022 HF 0.6°102 Yo AHg= #
62.698% AHWete Ao Ygrt. Moz g Aoz vgitt

T EE 2749 2Qor FAE e A
AA a9l 34 EvEE, F A a9 A
EUHER fMHAT. 4 ATl ddehes
SJAAAGE BT 0.5010 02 st dEEF
BYER g o vt 2789 g91e] 1
frake 1.456, 1.432% A HAeede] g F

4.3.1 AR 7|28
(% HHe AT A4 iz AUz 3
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CRM2IT H2# H2=

(E b) Aol 71= J|esA

78 w5 gk Aol e FEnE
BAA QA Rz} 1.00 5.00 3.68 0.76
20 gw 4 1.00 4.67 2.95 0.72
AR 1.50 5.00 3.07 0.61
Ao = 1.00 5.00 3.35 0.83
e-community 1.00 5.00 2.99 0.80
< A qolth, He o8t FAA AARxS  001)7F AFuEt H(+) A4 dHH
7b Bt 3.682 7MY =A Ustx, 1 bdee®  A(r=0.232, p<.001)7t $he AR Ugh &
AF s 3.35, B9 HE F AHH EUE e-community’} &43 W nAe Aymjo=
B=rl Fa 3.072 HEo|Joz Uyt IH = mopxAt FA A Evtalgte] WAYEIA S 7
e-community®] 43 F=+= H 2.99, 3 % e-communityolX Tx3 S AAHA 1
=0 HEs 7 2,952 EERT ok w2 Ao Bl mrt FHOR Astd Jhede] w2
grol vkt 2o sttt
(£ 6)& AT W ¥Fs 1o A
g E457] 98| Pearson FHAATFE T Ho| 4.3.2 977K A5
o o ofshi A QAR x3= A BN
e F(+)9 94 4aa3A(r=0.337, p< 4.3.2.1 3AA ARFE=Z39} e-community7}
007, Aozt (o) fFolAQl A T4 Bt mAe G B4
(r=-0.209, p<.0D)7} e Aoz st} ki (& 7)& e-community’} %

e-communitye &% H: F ZFo Hut

Bt A (+)o FoAQ Z#AA(r=0.388, p< AT & A AAFxs}

(E 6) A
T i e 24 =T A e | eeommurity
44 QA Fx8} 1
=N 34 -0.066 1
EAS A 0.337(***) | -0.037 1
ATl = -0.209(*") 0.119 -0.085 1
e-community -0.049 0.388(***) 0.015 0.232(***) 1

* p<.05, ¥ p<.01, M p<.001
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220N Fojuie| oIX|F xS} 20HE Y AfFolo] ojxl= JFof B o7 - e-CRM FaRL

e-Communityg ZAloZ -

T30} e-communityZ} 2& 0= o|x|= g

=

231 232
YRS 37 iz
S I EFQ
2 o t 3| AAF At t
T 2.100 0.301 6.965 2.836 1.057 2.683
BAA QA H23 -0.037 0.062 -0.596 -0.221 0.260 -0.848
e-community 0.329 0.060 5.484(***) 0.090 0.334 0.268
Q1A K- Z3}+e-com 0.174 0.082 2.127(%)
} =0.158, AR*=0.022
_‘}Y_‘déi Eo]: 2=(). =15. *kk . ) . )
| R*=0.135, F=15.414(**") F=15.498, AR=4524(*)

* p<.05, ** p<.01, *** p<.001

o] Ww353E WEo] Baron & KennyZ} A|A g ¢
AA 3% (Hierarchical Regression Analysis)
= o Ado|tt. B 2004 Pr@ﬂ QA F- 23}
e-community W@ IAAFE 0.174, t=
2.127(p<.05) & oAl A (+ )4 Bk s
102 Ugtt = e-community’} 243

de A

258 B4 AR E wile 140 A
B e g A steidol mole AFE B
Aok 2y F84 AR FZSke-community 1
o] Byo] Sle A FEH AAF-Z39} e-
community”’} 3% ETE]E U]il% fro) Aol
Fo] gle Ao Ugtoyt FHA QA T2}«
e-community Z33°| I A$ e-community

T 34 EEzd H(+)9 foHd dFY
(b=0.329, t=5.484, p<.001)°] %
usith, webd 7 H1-3e AEE

H1-13% 74 H1-2%& 71259t}

4.3.2.2 BAA Ax{E239} e-community”}
AP EREE nA = Gk B4
Kz}

(E 8)2 e-community’} 37 <A

A Brteeoke] QatHA o] mXe 2 EIE
Az37) 948 2AHA A28} e-community
o wsgE wEo] YAA AwA (hiarcheal
Regression Analysis)= 3 ZA3o|t} 2 20|
A BAA QA E-Z3+e-community mage] 3|
AATE fFAlA] gsitt. o] AME BFF
FoAE AT F o FEA AAF
Yol| F7Hgd e 4
o] F7HQ Awd

0

community nage] &

A7 0.007 Skl e
o Ao)A] & AR Yo (F=1.477, p>0.
e-communitys §32 <A Fxszte} mAe A}
A BT =t foAQl 2HEHE gle AR

Ugth weby 23 2k J|z€n 59 1

o A
=it

2 1ME 44 AAFzsE b=0.266
£=5.081, p<.001% AFH Eu= gz F(+)

o] FoH o] Ue FHAoRE Ustoy e-
communitys A BT Bld| o9l 43k
o] gle Zo® Usith waps 7Md H2-1&
Ags o 7Hd H2-29F 7Hd H2-3& 7175
Art.

81



CRM2IT H2# H2=

|.-|

=Eo]| ojxl=

of Sk

(E =kl
241 =2g2
=HdT 9 hE 39 EF
A% o3 ' A% o7 '
T 2.021 0.253 7.987 3.053 0.885 3.448
A4 AAF-z3} 0.266 0.052 5.081(**%) 0.009 0.218 0.040
e-community 0.025 0.050 0.492 -0.310 0.280 -1.107
AAF-238e-com 0.083 0.069 1.215
235 R=0.116, F=12.939(**") H;::%Ol%‘; R
4.3.2.3 3AA AARE%39 e-communityZt AA QAR Z8lke-community wEE F7d
Aol e A= FF A o wE AFAF7E 0.005 S7HIAoY o] F7t
(£ 9= e-communityZ} #4824 QA F-xste} Al AW fFoHolx] ¥ ASE YR
A Brte=eole] Q@A nXe 2AEHE 1.084, p>0.05) e-community2| T"r-‘ﬂxﬂ,?l ZA
A8 g8 FAA AAF-289}F e-community ﬁi}{— e Aoz ysit webd 28 2% 77
9o w3dS wEo YAZA IAEA (Hierarchical P 2 o] AU
Regression Analysis) S 3 Z¥oltd B3 24 7y 101]/\1h 34 QA FEzg= b=-0.219,
A FBA QA FZSe-community nEFo]l A t=9.554, p<O01& AFujelzel] F(-)9f FoF
Tz 1| ]i YFE 4ol gle Aer A dFHo] de Aew Ugou e-community

Ut ol RIFAFA Felg 4 ey F £ b=0.226, t=0.072, p<.012 AFujezo]
(B 9) 235 2x|2x3}19} e-communityZ} AMFoje|zof ojxls Fst
231 =2
EYuy 39 i 319 £z
A% PE ¢ A% 23 ¢
& 3.467 0.363 9.554 2.199 1.730 1.730
A4 AR =3 -0.219 0.075 -0.291(*") 0.097 0.310 0.310
e-community 0.226 0.072 3.137(*) 0.638 1.588 1.588
AR F-238} e-com -0.103 -1.041 -1.041
_ - =0.094, AR*=0.005,
357 R=0.089, F=9.662(***) F—6.805. AF—1.084

* p<.05, ** p<.01, *** p<.001

82




2EfRILT oM Fojne] oIX|ExEL 20HE 9! RToHol 0|kl Yol et ¢ - e-CRM 7424 & e-CommunityE SSZ -

5 FAA JAFZIL 245 ZH?HH %7 T°r
oHo7 "WoAY e-community’}t A3 D4
 ATIEE fFodoz dsate JoE Ust
o mekA M H3-1Z H3-2+= Aoy
7Md H3-3< 7175 %t

3!

V.2 E

5.1 A7 & AAKA

5.1.1 79 2%

B ATe 2Elag S izt AAFx
37 EUEHE 2 AT = mXe 93
gt ASAFoH oy e-CRMLY B
HR oA oAu et 2HERE steAld et Aol
o B TS B 42 d7EYE osd 2

AR, aAo] v § A A AAFZ3}
Aol 37 Bt ol 1o AQl S|
o2 Ustoy e-community &43= QE

7]‘”«] 7]f419r B = 517”9] 4 %

m By H
i oS:_, o .l
0?1
& -
qr lo
S,
O
HU
_L
Yo T
J,l

(o= I
of
:<‘>L_A‘
Rl
i
1o,
it
rl:l
o
offt
BN
ot
e =
ox T
mlo @

=
t
o L
oy
Soly
i)
N,
=)
=
-0,
S
o
fru
e
|\
i
Ko

IN

N,
)
RN
= b
o o,
olo ilal
R
O
lo i
ot
N,
L
_O‘L
S
o
i
et oft - ofm
=<|>1=

ol
=l
_>|i
N,
=
ofr
=
%0,
o
il
TRl
>
N
Y
-
=)
e R
i
JN to
-,
off o ol

2 v
R
® =
1o K
-

=

o

>

it

ox

b, L

N,
of
ol

1 A7l 2 R A
o ) @ 73

=
()] ge TA 4 ddrke Aol

2> DL Hoh

e
r2

= JHJ
2

o,
1

o] e-community’t A4 <QAFzste FA
Bt Abolo] A (+)] FoAQ 2H 837} 9
= 7 o]]}ﬂ},:_ ;@L?lzﬂ— o]r/}
et e-communityZ} EA3tE o] Sle
Mo BAHA QAFZsp7F AW 176 Evhol
A FHE 129 JtsAol moiE A ¢
T . 2y 2EEIIF B &
+ /‘o‘ﬁﬂﬂii e—communityﬂ 179
2 ol

Zoj5) f940l

O ox (o i
fou R 4y M1 o¥o
o M2 L
HUoo R
ol N
- 1=
rlr o
R
e
Y
o rr
= o
o® oxl,
o 3
)
= 0,
3 >,
5 L &
g
ik

 lorr o
> N
o
o [l
ke

o
i}
kA
o
@
S
=
B
[an
=]
&
N
o

o,
>
T om0

ml

=
o
10
oX
o,
e
rlr
Y,

of FujIAAR S P o]F FA AF Wr A
Hl o] tisf $44 AAFzs7L RS of
= Z a9 AHETE HER oo/ "t
ojefgh APEWE "wrt Bk o o]} AX
el °l%$7 7b 9EgEE A 4 gl Ak
AR AR Rzt
%—’F% ZH?UH w7t foHoz oAy e-
community’} @43 255 AFdEE F9
Aow Asdt= Aoz Uskth a8 e-community
o] GA3t Frt A AAFZ8 9} A=
Abolel] wxe 2HEIE FoFolA] e Aoz
=3
%, Fujae] g Fujn

l

4] o] §5715%

Faslel FujdEE P olF FulAAd o4
BAA QA Rz37} A eAHH o dd g

83



=2
=2

CRMYAT M2 X232

I Adg Ygol

IS

oz 27 o

ojn

= 7|1&ET A

71l A

M

O

!

s

|

LERIE

5.1.2 AIAH

=

A& AAF

o Thest 2 AR}

ATFE &0
2Rl g B A

Folzpel oAb

L
.

hy3
[}

HEATE T AL

ks

e

olq_.

o

3t

e A%

| Soi7

ol
=

oA

5.2 o719

AR
=

9%

g

ATl e AAFAdAE freln

o gy iAol AE g AHze] Rt

n3

‘2%—"4 e_CRM% © 0] :I'L
U

AN e L2l

&

A Foj 1o B s Yehd

LS

A Tef o] 2ol

el

3k

el weh AEAS u

iz

7

EE[SRENE

gol Sith. mA

=
©

7}

S
=

ong ol A=A

;oT
0

o7t o7 wWo] X ¢H 1

ks

o o

SRR

RdE=

2}

s

[e]

249 ohelhAA

AIH

ol 874

=
=

upehx] o] AlFA ol FEE

£ 5o )

= AAB9 o877

Y

(<]

i

Yl

2.

AA

el
T

oh o] )

ofuf AH| 2o o

3T
A=

A3

o3
<>

o]

§ ol Aol AZR eel 54 9l

[

o me} o)

s

2 A% o-CRMEES 39

A77h 2 Zlolnh. PAEeR e-CRMe] 24

1
-

2 o]oAA Hr},

121et

240

O
T

17

&

Fohirle Aol

s

@yl

e-Community®l

=
=

]

o

o

719 dial

o

v

T

a

9]

~

=

4. v

9.

o

A Aol

84



e2ilT o) Fofnie] olx|ExspL 2OIE U ATl olxls Yol Bet 97 - e-CRM AR

e-Communityg ZAloZ -

23] (2004), "CRMA Tl Q8= mlX= L9l &
AA AT A7Idstagrd Bk =

A7 (2004), "TE714Y) e-CRMEY w& F4 3
Bl A7 A FFREY, 20, 1-21.

A71(2002), 397199 CRME4°] A4 CRMA

Hol FAE G BF AT, AFoiIE A

/\}ﬁl_ﬂiu

- A3 (2007), T2 e-CRMSSE

o] 7 2 el W= 4 97" Tourism

Research, 24, 23-45.

AR - o]3Q1(2006), Tl AT A Fx3E T
i FEEA Pgo nXe 9% FngATF,

=7

oy
o
fol

17(5), 7—18
‘ZH%(2OO2 &9 CRMAR &< A% 37k 2
1E, Tr%?ﬂ% 3(91), 92-95
e H(2001), CRM7IRE JEYl 2418 Avl~ F43

Qo & A7, ndiUiEd e =R
AEE(2004), e-businessdtolAe 239 AFHY
e- CRM(ZA#A®)7F 2 L83 &
& AT, drfFoidgutiErd HARH] =T,
B8 - 2 (2002), "eCRM 715l 229] §)
At E Ed) o] nlAe 9, d3493
B3], 4(2), 155-168.
B2 (2002), AU A#A A (CRM)E A% AA
A 848 de A7, ddgadEdd A
AP =
1£4(2002), B339 e-BusinessE 3 2434
# (CRM) AT =g &3 AT, =9
Toltigta AR
U1 $-(2002), e CRM EYe] W& Fald vA& 9

g
=
o

UJ: J_ﬁ];H?ﬂ-—n;H OJ /HA].E]-_AL.:U
A - GA5(2007), 58 e-CRME] el Au)x
Qlo] mARKE gl HAE AL n|Ae 4

re tor

T #RAFAE, 21(2), 237-255.

N

‘CRM ’“JJrC’ﬂ 350*3: U]
T ARIAARARLD T, 1(2),

1= 2
)
ETE - AAE - 147(2008), ‘e-CRM F482l0] e-
£ E ARSI YAl E ARE 2 e-TAl
T G| B3 AT BEA AT
17(1), 63-82.
o] 541(1996), “nANZYTY | AF HHINJ A
ol et AT G| A, 8(1
A - FAE(2002), “AERIEF M ?UHOIT«I A7t
&) Aulelzel e 9%, AFETAT,

31(7) 1765-1786.

AR - gz - A713H2006), B2C HAFANL 2]
FE%E HAEA, AT &, 71}94 A
o ¥k ?3 0 ‘1%7]‘%]723%151'ﬂ 13

43 - ¥ 5(20 Qe agEe ’3‘5“.711‘ Eo
7K 2 238 dzoree] A dF4Y
7983, 45, 29-55.

718 - 7L - ailed - 3HIS{(2006), 2249 e-satisfaction,

e-Loyalty, A7mjel= @A d&& A= ¢
Bul &2 A|E 54 A7 FFP 9 R3],
1-26.
FEE(2008), =Wl 71999 e-CRM =9AH] 43 &
T bdder 1d” SAREAT, 10(1), 51-72.
751730]1(1991) “o ]Hzi}_q A]—TL i/HCg] Eu
Aol &gt A3 528|488, 2(2), 70-83.
- 8]4A(2004), "AATER ?Z}*c}% Hﬁl e-CRM
o &3l Wetd] #g AFAT" AEYF RS}
3], 5(1), 98-106.
x4(2005), “FAQ sEnAR S % AL
CRM,” @5vtAR AT, 39(4), 63-66.
2G4 - 497(2002), “3C-D-T BlZYZ2~ SIAlo|lE H
7hzdg) S8l B AFH A7 FFFEH
23], 129.

BN
ofg
23

Y
ofp
ru\i

85



CRMYT M2 HM2%

##7(2002), e-CRM= $13 BUHY =7/dd &

g AT, olstdA St e MAEH] =

QFF - FH4(2006)," 597199 CRMEST

74943} Q2o Ak AT A=A - YA

A, 18(2), 133-149.

Baron, R. M. & Kenny, D. A.(1986), "The Moderator-
Mediator variable distinction in social psy-

b

kAl .

Ll

chological research,” Conceptual, strategic,
and statistical consideration,” Journal of
Personality and Social Psychology, 51,
1173-1182.

Bearden, W. O., & Teel, J. E. (1983), "Selected
determinants of consumer satisfaction and
complaint reports,” Journal of Marketing
Research (JMR), 20(1), 21-28.

Cronin Jr., J. Joseph:; Taylor, Steven A. (1992),
“Measuring Service Quality: A Reexamination
and Extension,” Journal of Marketing, Jul
92, Vol. 56 Issue 3, pb5-68.

Day, R. L., & Landon Jr., E. L. (1976), “Collec-
ting comprehensive consumer compliant data
by survey research,” Advances in Consumer
Research, 3(1), 263-268.

Festinger, L. (1955), Social psychology and group
processes. Annual Review of Psychology, 6,
187-216.

86

Jacoby, J., & Jaccard, J. J. (1981), “The sources,
meaning, and validity of consumer com-
plaint behavior,” A psychological analysis.
Journal of Retailing, 57(3), 4.

Krishnan, H. S., & Trappey, C. V. (1999), “ Non-
conscious memory processes in marketing,”
A historical perspective and future direc-
tions. Psychology & Marketing, 16(6), 451~
457.

Krishnan, S., & Valle, V. A. (1979), "Dissatisfaction
attributions and consumer complaint be-
havior,” Advances in Consumer Research,
6(1), 445-449.

Oliver, Richard L, “A Cognitive Model of the
Antecedents and Consequences of Satisfac-
tion Decisions,” Journal of Marketing Re-

17(4), 460-469.

Oshikawa, S. (1971), "Dissonance reduction or

search,

artifact,” Journal of Marketing Research
(JMR), 8(4), 514-515.

Singh, J.
consumer behavior constructs,” A multidi-

(1988), "Measurement approaches for

mensional perspective. Advances in Con-
sumer Research, 15(1), 487-492.



2EfRILT oM Fojne] oIX|ExEL 20HE 9! RToHol 0|kl Yol et ¢ - e-CRM 7424 & e-CommunityE SSZ -

A Study on the Effects of Purchaser’s Cognitive
Dissonance on their Re-purchase and Dissatisfaction
in Online Shopping Malls

LEE, D. Gyu*
Ro, Tae-bum™*

Abstract

The purpose of this thesis is to examine the effects of e~CRM activities by the internet
shopping mall companies on the purchase activities of purchase customers and the potential
customers.

The internet shopping companies utilize e-CRM to systematically identify customers’ varying
demands, and to utilize the results as marketing tools, thus producing a significant effect on
the potential customers by generating customer feedback through e-Community. Contrary to
their intention, however, cognitive dissonance can occur through e-Community, which may
lead to customers complaints. If these complaints are not properly managed and settled in a
timely manner, they can be transferred to other potential customers, and the conformity
phenomenon could be created by other complaining customers.

Findings obtained through this thesis are as follows: If cognitive disharmony is created by
customers who purchased products through the internet shopping malls, this can lead to private
complaining behaviors, and subsequently, these behaviors are formed through e-Community.
If the internet shopping mall companies do not take any timely and proper measures to
intervene in the stage of private complaining behaviors in the first place, these behaviors
will immediately escalate into the public complaining behaviors. Furthermore, the complaints
will be transferred to other potential customers, ultimately resulting in their swift expansion.
In other words, contrary to intention of the internet shopping mall companies, e-CRM does

not facilitate the potential customers purchase decision, it rather affects them to postpone or

* Doctoral Candidate, Soongsil University
** Doctoral Candidate, Soongsil University
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withdraw their purchase decision. Accordingly, the internet shopping mall companies are
required to manage e-Community with extreme care, and they should promptly respond to

the complaining customers so that e-Community can function properly.

¥ Key Words: e-shopping, CRM, e-CRM, Cognitive, Complaint behavior, Repurchase
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